TO: Board of Trustees
THROUGH: Indra S. Winquest

Interim District General Manager
FROM: Susan Herron, CMC

District Clerk
SUBJECT: Adopt District Strategic Plan 2020/2022
DATE: January 6, 2020

The District Strategic Plan was included under the General Manager’s report
item in the December 11, 2019 Board of Trustees packet. At the Board
meeting, all members of the Board were asked to review the document and
provide any observations or changes; none were received to date. This item
is to adopt this document and it is included on the Consent Calendar as it is
a routine matter for the District.
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The Incline Village General Improvement District Strategic Plan provides direction and a
planned pursuit of the mission, vision, values, long range principles and objectives and actions
of the District from July 1, 2020 to June 30, 2022.

This plan reflects the District's desire to become more strategic and less tactical as the next
logical step in the organization's life cycle and planning evolution.

Strategic Planning is a systematic approach to defining longer term principles and identifying
the means to achieve them. It provides the District with the ability to channel resources in a
direction that yields the greatest benefit to residents, constituents and guests.

The intent of the plan is to identify long range principles that align activities of the District to
the strategy of the District. It provides a framework to ensure that a balanced approach toward
addressing objectives of District residents, finances, internal processes and learning and
growth of employees is integrated into the plan.

The strategic planning process enables the District to plan and execute continuous
improvements throughout the organization.

The benefits of strategic planning include:

. Focuses the District's resources on activities that are essential to increasing customer
satisfaction, lowering costs, increasing value and achieving measurable outcomes.

. Creates a planning and implementation system that is responsive, flexible, and
disciplined.

. Encourages cooperation and support among all District functions.

. Reinforces the continuous improvement culture of the District.

. Empowers managers and employees by providing them with the authority to fulfill
planned activities.

. Provides for more seamless internal and external customer service.

. Defines and describes the District's key strategies. As a result, employees and residents

know where the District is headed.
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Board of Trustees Policy 1.1.0 states:

The Incline Village General Improvement District recognizes the importance of using some
form of strategic planning to provide a long-term perspective for service delivery and
budgeting, thus establishing logical links between authorized spending and broad
organizational goals. While there is not a single best approach to strategic planning, a sound
strategic planning process will include the following key steps:

0.1 Initiate the Strategic Planning Process

0.2 Prepare a Mission Statement

0.3 Assess Environmental Factors

0.4 Identify Critical Issues

0.5 Agree on a Small Number of Long Range Principles
0.6 Develop Strategies to Achieve Long Range Principles
0.7 Develop Objectives

0.8 Create an Action Plan

0.9 Incorporate Performance Measures

0.10 Obtain Approval of the Plan

0.11 Implement the Plan

0.12 Monitor Progress

0.13 Reassess the Strategic Plan

Key Dates in the History of the Strateqgic Plan

The Board of Trustees initiated the process in February 2015. After a lengthy and exhaustive
process, the Board finalized updated Mission, Vision, Value and Mantra statements. The
Board reviewed revised long range principles and objectives. On September 3, 2015 the Board
reviewed the Final Draft Strategic Plan.

The 2015-2017 Strategic Plan was adopted at the September 23, 2015 Board of Trustees
meeting.

The 2018-2020 Strategic Plan was adopted at the May 9, 2018 Board of Trustees meeting.



IVGID’s Vision Statement

With passion for quality of life and our environment, Incline Village General Improvement
District will enhance the reputation of our community as an exceptional place to live, work,
invest, and play.

IVGID’s Mission Statement

The Incline Village General Improvement District delivers exemplary recreational
experiences and provides the highest level of water, sewer, and solid waste services while
striving for fiscal and environmental sustainability.

IVGID’s Value Statement

We are dedicated people providing quality service, for our community and environment, with
integrity and teamwork.

IVGID’s Mantra Statement

One District e One Team
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LONG RANGE PRINCIPLE #1
Resources and Environment

Initiating and maintaining effective practices of environmental sustainability for a healthy
environment, a strong community and a lasting legacy.

Promote and protect Lake Tahoe and other water sources in the Basin as viable sources of
drinking water. Promote responsible use of water as a valuable natural resource.

Develop, implement and maintain an effective watershed control program in order to satisfy
recommendations in watershed sanitary surveys, advocate for the protection of Lake Tahoe
as a viable source of drinking water and to satisfy additional State and Federal requirements

Encourage integrated regional strategies for the planning, design, construction and
implementation of water system infrastructure for fire suppression

Obijectives for 2020-2022

T

Maintain an active watershed management control program and execute the goals of
the Tahoe Water Suppliers Association to meet Federal and State requirements for
filtration avoidance and other requirements; promulgated by the Surface Water
Treatment Rule and its amendments.

Enter into available Grant Agreements with the South Tahoe Public Utility District as a
member of the Lake Tahoe Community Fire Prevention Partnership. This partnership
was formed out of the member agencies of the Tahoe Water Supplier's Association and
its purpose is to obtain appropriations from the Federal Government through the United
States Forest Service for planning, design, and construction of water system
improvements that have a direct relationship to wildland fire suppression.

Continue Legislative Advocacy efforts at the Federal Government level to support
appropriations for water and wastewater infrastructure improvements that support
Principle 1 and Principle 5.

Participate in the Tahoe Water for Fire Suppression Partnership. This Partnership will
be working with the Regional Fire Districts to submit water system projects for improving
fire suppression in the Tahoe Basin.



5.

with the North Lake Tahoe Fire Protection itrict, protect District lands

and the Lake Tahoe Basin watershed by performing defensible space best
management practices.

Budgeted Initiatives for 2020-2022

A.

Operate a residential drop-off household hazardous waste and electronic waste facility
or events to reduce the amount of hazardous materials entering the waste stream and
landfills and to provide our residents with a convenient local facility. This program will be
funded by the Solid Waste Franchise Fee.

Continue membership in the Tahoe Water Suppliers Association and provide the
services of Association Director by IVGID staff to execute the goals of the Association
for 2020-2022 including the completion of the Annual Watershed Control Program
Report.

Submit District Fireflow Enhancement Projects to the Tahoe Water for Fire Suppression
Partnership (which the District is a member) for prioritization and ranking. The Tahoe
Water for Fire Suppression Partnership submits the priority projects to the United States
Forest Service for consideration to obtain funding through the Lake Tahoe Restoration
Act.

Provide bear shed rebates for new homeowners in the service area to contain putrescible
waste in a safe manner.

Provide water efficiency rebates to customers for the installation of a high efficiency toilet
or washing machine.




NGE PRINCIPLE #2

LONG RA
’ Finance

The District will ensure fiscal responsibility and sustainability of service capacities by
maintaining effective financial policies for operating budgets, fund balances, capital
improvement and debt management.

Adhere to Government Generally Accepted Accounting Principles.
Comply with State and Federal regulations.

Maintain Performance Measurement.

Report results and demonstrate value.

Develop and maintain a long-term plan to sustain financial resources.

Objectives for 2020-2022

T

Utilize Annual and Interim financial reports, including the OpenGov website, to build
understanding of the different aspects between operations, capital improvement and
debt service.

Prepare Annual Budgets that demonstrate the balance of allocated resources, with
service expectations, and the capability to deliver.

Prepare a five-year projection of financial results for each fund for operations, capital
improvement and debt service as a part of budget deliberations.

Continue the evolution of appropriate performance measurement to demonstrate quality
as well as quantity.

Consider revision of Board Policies and Practices relating to Adequate Fund Balance
and, if changed, plan implementation to meet the new targets by June 30, 2022.

Budgeted Initiatives for 2020-2022

A.

Prepare a Comprehensive Annual Financial Report to provide financial position and
results of operations to a variety of users and information needs, with an independent
auditor opinion.

Comply with Nevada Revised Statutes and Administrative Code requirement for the
budget process, indebtedness reporting, and the annual audit.

Maintain the allocation of Facility Fee components for operations, debt service and
capital expenditure, with prioritization for debt service, then capital asset replacement
and last operations.




D. planning and financial reporting to inform users for decision making to

sustain a strong financial base for operations, while increasing net assets, and
maintaining care and condition of capital assets and infrastructure.

B Prepare standard format and popular reporting presentations of financial position
and activity results about budget to actual to inform users on:
a)  Operations and Programming
b)  Capital Project Expenditure Status
c) Fund Balance, actual and projected, in relation to budgets and Board
direction
d)  Relevant Performance Measures

2 Utilize OpenGov on the District’'s Financial Transparency website to provide ready
access to a variety of reports and information to support a greater level of detalil
than standard reports allow.

3. Present annual results and planned budgeted activity to the community through
presentations consistent with the Board of Trustees’ direction.

Analyze and evaluate the future effects of changes to Governmental Accounting
Standards Board Pronouncements on the Reporting Model requiring pre-planning for
budgeting or system revisions.

Staff will work with the Board on conducting a utility reserve and rate study as well as an
internal controls audit.




LONG RANGE PRINCIPLE #3
Workforce

Attréct, maintain and retain a highly qualified, motivated and productive workforce to meet the
needs of District venues:

. Staff will evaluate open position job descriptions, for need to fill, level of and related
compensation for the position.

. Re-evaluate, during the budget process, the optimum level of Staff and related total
compensation, necessary to each department based on industry standard and levels of
service.

. Comply with State and Federal regulations.

. Continue to provide a safe environment and continue to strive for low workers
compensation incidents.

. |dentify individuals for retention and growth for management succession within the
District.

. Work with Staff to improve employee engagement and culture through focused
performance management goals, engagement participation and incentives.

Objectives for 2020-2022

g In order to remain competitive, use the rotating schedule for evaluating each position to
ensure District is competitive with its total compensation and benchmarks.

2.  Finalize selection and begin implementation of new Human Resources system for better
efficiencies and automation.

3. Identify potential changes of status, costs and retention for year round Operations at
various summer locations throughout the District.

4.  Continue goal setting that encompasses employee engagement participation for
measured performance measurement goals and objectives with set increases that
correlate directly with goals and engagement measures.

5.  Educate Management Staff through specific trainings on how to engage, educate and
foster better communication.

Budgeted Initiatives for 2020-2022

A. Review budget, number of positions to salary and benefits and conducts surveys to
ensure we are doing our best to attract, maintain and retain qualified employees across
the District and all statuses.




* Understand the potential financial impacts of staffing, hourly wages, increased minimum
wage and retention of year round employment changes at current recreational
exemption status.

Continued communication, implementation and change to increase employee
engagement participation that correlates with accountability and meeting set mutual
goals for year round employees.

Conduct Management trainings at various times throughout the year to bring awareness
to communication, the impact you can have on your employees and educate
management and staff on Federal, State and our own personnel policies.

Choose and implement a new HRIS/Payroll system to increase efficiencies, automation,
and communication to be used across all venues throughout the District.




LONG RANGE PRINCIPLE #4 |
Service

The District will provide superior quality service and value to its customers considering
responsible use of District resources and assets.

Provide well defined customer centric service levels consistent with fiscal goals, and
community expectations.

Apply Performance Management to meet or exceed established venue customer service
levels.

Utilize best practice standards for delivery of services.

Commit to evaluate customer loyalty/satisfaction to demonstrate the value of results.
Maintain customer service training and resources for new, returning and existing
employees.

Obijectives for 2020-2022

T

Continue to establish, enhance and evaluate metrics through key performance indicators
for each venue.

Continue to establish and enhance specific performance indicators to evaluate customer
loyalty/satisfaction.

Align performance metrics through industry benchmarking.

Analyze the net effect of established service levels on the District operations, apply
changes as needed, and encourage/reward continuation of appropriate performance.

Utilize venue and/or community surveys to evaluate and measure customer service as
it relates to existing service level demands.

Develop a short and long term strategy to utilize the community services master plans
as a service level metric and roadmap for the future.

Develop a service level strategy as related to the current project priorities directed by the
Board of Trustees to include operational analysis.

Maintain venue standard operating procedures to help venues have the highest
standards possible.

Budgeted Initiatives for 2020-2022

A.

Each venue has time budgeted for new, returning and existing employees to participate
in Customer Service Training.



Understand, communicate and demonstrate service level baselines at each venue. The
emphasis is on providing the best customer experience.

The District is continuing the Customer Care program for all of Community Services,
which includes empowerment for any actions that generate a hard cost to remedy a
customer satisfaction issue.

Seek venue specific community feedback to determine customer satisfaction.

Gain an understanding of how service levels are impacted by recruitment challenges
and develop strategies to limit these impacts when experienced.

Utilize employee surveys to further define areas of improvement as well as celebrate
successes.




LONG RANGE PRINCIPLE #5
Assets and Infrastructure

The District will practice perpetual asset renewal, replacement and improvement to provide
safe and superior long term utility services and recreation activities.

Maintain, renew, expand and enhance District infrastructure to meet the capacity needs
and desires of the community for future generations.

Maintain, procure and construct District assets to ensure safe and accessible operations
for the public and the District’s workforce.

Maintain current Community Service and Public Works master plans.

Maintain a 5-Year and 20-Year capital improvement plan.

Conduct planning and design, in advance of undertaking projects or procurement, to
ensure new District assets meet operational requirements and enhance the customer
experience.

Maintain an asset management program leveraging technology, as appropriate by
venue/division, to ensure timely and efficient asset maintenance.

Comply with regulatory requirements and industry standards.

Obijectives for 2020-2022

1.

2.

4.

Complete environmental and regulatory entitlements for the Diamond Peak Master Plan.

Set direction and begin implementation of the Community Service Master Plan priorities
as defined by the Board of Trustees.

Effluent Export Project — Phase |l, continue to pursue project partnerships and federal
funding to reduce District costs.

Execute the Ski Way Pavement reconstruction project.

Budgeted Initiatives for 2020-2022

A.

Continued use of the Five Year Rate Study as a way to ensure proper funding of capital
projects such as the Effluent Pipeline replacement.

Allocate capital expenditures in Community Services to maintain service levels, while
planning for some facility replacement for facilities that are crossing 20 years in service.

Continue to work through the environmental clearances and regulatory approval process
of the Diamond Peak Master Plan.

Complete the design of the Tennis Center Renovation.




E.

B,

G.

Complete the site selection for the Bocce Facility.

Complete the design for reconstruction of Ski Way.

Complete the design for the Burnt Cedar pool.




LONG RANGE PRINCIPLE #6
Communication

The District will engage, interact and educate to promote understanding of the programs,
activities, services, and ongoing affairs.

. Promote transparency in all areas including finance, operations and public meetings.

. Provide clear, concise and timely information in multiple, publicly accessible formats.

. Ensure that both internal and external communication is responsive, comprehensive and
inclusive.

Objectives for 2020-2022

1.  Continue to implement best practices for sharing information with the public.

2.  Work diligently to improve all external entity relationships as well as participate in any
necessary legislative committees and/or discussions.

Budgeted Initiatives for 2020-2022

A. Host Quarterly Board of Trustees Community Workshops each fiscal year.

B. Complete, by 2020, the codification of IVGID’s ordinances, policies, procedurés, etc.
thus to create an easy to work with and update IVGID code.

C. Provide informative and timely releases of information to our employees, media, and the
public.

D. Ensure that the District is well represented in external agency discussions where there
may be an impact to either our District or our community.




The annual budget document serves as the Action Plan for implementing the 2020-2022
objectives.

Budget Initiatives

The budget initiatives for the Fiscal Years 2020/2022 are described in conjunction with each
Long Range Principle.

Review Process

Implementation of the Strategic Plan requires a process of review, improvement, refinement,
and measurement and following is the criteria for successful implementation of the Strategic
Plan. It represents the commitment and discipline required to institutionalize the process.

° All employees and Board of Trustees members should receive a copy of the plan or
electronic access to the Plan and should become a regular part of Staff and Board of
Trustees orientation.

° The Strategic Plan becomes the guidepost for the District. When decisions or responses
to the community are needed, the Strategic Plan serves as a strong reference point for
decision-making and whether or not new issues or responses are of higher importance
than what’s been established as existing direction.

° Post a summary or shortened version of the Strategic Plan on the District’'s website and
track results on the website as well. It may also be helpful to print a short summary of
the Strategic Plan’s progress to distribute to interested partners and community
members.

° The District’'s General Manager and the Senior Management Team will have the
responsibility of being the Strategic Plan Managers to ensure successful implementation.

° Regular reporting of the Strategic Plan’s progress should occur. Break the Strategic Plan
into separate fiscal years and report, one year at a time, as an ongoing annual work plan.
Each initiative for the year should include a list of actions that support the goal’s
completion. Actions are developed prior to each year. Each year’s data will be entered
on a spreadsheet that lists the Themes, Objectives, Initiatives, supporting actions and
associated start and completion dates, as well as the staff person responsible for the
Initiative.

. At the end of the year, perform an annual review and documentation of progress on
initiatives.




Provide an update on the Plan’s implementation and results on an annual basis.

Conduct Staff meetings on a quarterly or semi-annual basis to review the Strategic Plan’s
progress and results and report on progress to the Board of Trustees.

The performance appraisal process should reflect the completion of the Strategic Plan
initiatives as an evaluation criterion. Also, performance criteria should be aligned with
values of the District such as innovation, teamwork, and accountability.

Track the measurement system on a quarterly basis. Some of the measures will be
calculated annually. Provide an annual narrative about the results. Review the measures
on an annual basis and make adjustments as necessary to ensure the measures
continuously add value to decision making. Include a combination of lagging and leading
indicators. (Lagging indicators or outcomes measure past performance; leading
indicators or performance drivers assist in establishing future performance.)

After completion of the first year of the Strategic Plan and baseline results are quantified,
targets should be initiated for the measurement system.

After each year of the Strategic Plan, the Staff should review the Strategic Plan’s process
and re-tool any parts of the process that need improvement. This review should include
a “just-in-time review” of the following year’s Initiatives to determine if priorities have
changed. The review of Initiatives should tie into the budget process

Staff meetings should regularly include discussion of strategy. Create a visualization
process to emphasize the Strategic Plan’s importance and the District’'s commitment to
execution. For example, posting charts on office walls of each year’s initiatives, with a
check-off column, can provide a visual tracking of initiative completion.




Many external factors, such as the local and national economy, demographic changes,
statutory and legislative changes, and climate may affect the environment and thus
achievement of strategies. To the extent that external events have long-range impacts,
strategies, objectives and actions may need to be adjusted to reflect these changes.

New information about residents, constituents, and guests needs or results may also require
changes to the Strategic Plan. It is desirable to minimize the number of adjustments to long
range principles in order to maintain credibility.

However, the District's Board of Trustees expects to conduct interim reviews each year, and
more comprehensive strategic planning processes every five years, depending on how quickly
conditions change. Performance measure results will be reviewed more frequently than the

Strategic Plan.
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