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The Good Partner Action Plan was developed through the work of members of the Good Partner Action Team. 
PURPOSE & OBJECTIVE
The purpose of the Good Partner Action Plan is to determine those actions, practices, and values that team members of the Contract Management Department (CMD) can employ to make the department part of the City Manager’s efforts to make Austin the best managed city in the country.  The plan includes actions that will:
· Help us to be a good and effective partner in capital project delivery;
· Create the greatest benefit for our customers and stakeholders through the services we provide; and,
· Match or exceed the goals and values of the City’s PRIDE Initiative.
The objective of the Good Partner Action Plan is to incorporate the actions, practices and values CMD employees identified during the planning process into a working document that we, as a department, can use on a daily basis.

SCOPE

The goals and actions identified in this document apply to CMD employees in all divisions, and should be incorporated into their everyday efforts to serve the department’s customers. CMD employees serve as ambassadors for this department, and every action taken, every word spoken, and every interaction each employee has during the work day reflects upon the entire Contract Management Department. Therefore, every CMD employee is expected to honor and practice the contents of the Good Partner Action Plan and the City’s PRIDE Initiative.
BACKGROUND

The Contract Management Department’s stated mission is to “Administer the procurement of professional and construction services and to execute and manage contracts essential for the delivery of efficient capital improvements resulting in improved quality of life for all City of Austin residents.” During FY 2011, CMD underwent a departmental reorganization in which staff was organized into 3 divisions as well as an Office of the Director.   The department combines several critical service areas that are used by capital project managers throughout the City of Austin to successfully complete capital projects: 
· Through our Contract Procurement & Development Division, we assist capital project managers in procuring the professional and construction services necessary to build public facilities and infrastructure, as well as managing the negotiation and execution of contracts for those services.
· Through our Contract Administration Division, we ensure the accuracy of the financial encumbrances as approved and within the awarded amounts and funding sources. It is also the responsibility that all aspects of the contract are met prior to execution. That the Prevailing Wage Requirements according to City ordinance, State Statute and Federal Davis-Bacon are adhered to while the project is open and active. Records Management, as per City of Austin requirements, is met according to the current retention schedule for construction projects and professional services projects. 
· Through our Contract Management Division, we provide contract management and negotiation assistance for all CIP Alternative Delivery Method projects including lead role in contract development, amendments, change orders and RCA's.  We manage the City's Professional Services Rotation List Program including contract facilitation between City departments and consultants. Our responsibilities also include a comprehensive CIP Contracts Monitoring program to ensure City contracts meet City, State and Federal legal requirements.      
· Through our Office of the Director, we oversee all department divisions as well as provide budget preparation, revenue management, and performance measurement analysis and monitoring. 

In 2008, City Manager Marc Ott directed all city departments to develop plans to improve overall city operations, with the goal of making the City of Austin the best managed city in the country. The City Manager left the details of each department’s plan to achieve the best managed designation to the discretion of department directors.

To answer the City Manager’s challenge, CMD chose to focus on ways to improve its services to other departments as they plan and manage capital projects. The Good Partner Initiative was created to transform our departmental slogan, “Your Partner in Capital Project Delivery,” into reality.  
In 2011, City Manager Marc Ott introduced the PRIDE Initiative to all City departments.  The PRIDE Initiative outlines the five core values that all City employees should strive to achieve on a daily basis.  These five core values will be explained in more detail in the “Good Partner Initiative” section.
CMD’s PARTNERS:

· All city departments that sponsor capital projects or are involved in any way in the completion of capital projects;

· Project managers of capital projects in any department;

· Consultants and contractors the City procures to design and build capital projects and provide any other relevant services necessary for the completion of those projects;

· Our co-workers throughout the department who play a role in delivering our vital services; and

· Individuals and agencies we have contact with in our workday as we perform our roles in capital project delivery.

GOOD PARTNER INITIATIVE & PRIDE VALUES
To strengthen the partnerships already developed between CMD and its client departments, CMD has aligned its Good Partner Program with the values of the PRIDE Initiative. These values represent characteristics, attributes, and actions that every CMD employee should exhibit.  Good Partner values help make employees more effective in their work and build the partnerships that allow us to perform our vital roles in capital project delivery.

As Good Partners, CMD employees will demonstrate their Good Partner and PRIDE values within their performance as follows:

Public Service & Engagement:
We will partner with one another and with our community to provide the best service possible.
· Provide good customer service. Client departments depend on our quality work.  Our customers often present us with challenges that we must meet to ensure that capital projects are completed on time, within budget, and with a high level of quality. In serving our customers in this environment, we must document our work and streamline our processes so they are as transparent and straightforward as possible. In addition, we must use our thorough knowledge of our processes to present our customers with viable options for achieving the goals they are trying to accomplish.

· Be good communicators. Communication consists of two primary aspects; providing and receiving information.  We must strive to educate our customers so that they are fully informed about our requirements and we must work diligently to understand what they need from us. Our communication skills must focus on being responsive, being good active listeners, and following through until the customer’s ultimate goal is achieved.  The information we provide our customers allows them to have a clear idea of how our department and its processes work. Employees will maintain open lines of communication with coworkers and CMD management. 
Responsibility & Accountability:  We take responsibility for achieving results and hold ourselves accountable for our actions.
· Be knowledgeable about the jobs we perform. Other departments seek out the work we do in CMD not only for the services we provide, but also for our knowledge of the processes we oversee. Our expertise in the areas of contract procurement, development, administration, and management help steer our customers through complicated legal aspects of the capital delivery process to ensure their projects are successfully completed. It is our obligation to be as knowledgeable of our jobs as possible, and constantly seek to improve that knowledge.

· Be accountable for our actions. CMD employees will perform their duties and produce the highest-quality work possible.  Employees will be informed of expectations set-upon them and will ask for clarity when they don’t.  They will stand by the work they do and the decisions that went into completing it. Employees will support CMD management decisions and trust that management has the best interest of CMD, employees, customers, and the community in mind when making decisions. In turn, CMD management will support staff in their decision making by providing constructive, positive guidance and feedback showing staff that they have their confidence and trust. Management will continue to review our processes and make reasonable changes to those processes so that they serve CMD’s staff and customers in the best manner possible.

Innovation & Sustainability:  We actively seek out good ideas that have a lasting, positive impact on our work, our community and our environment.

· Be innovative, flexible, and receptive problem solvers in performing our duties. The ability to find new, creative ways to serve our customers within established parameters will assist them in meeting their capital project schedules and budgets.  The ability to be flexible and adapt to changing conditions is just as important to our customers as the timely completion of the processes we oversee. The ability to be receptive to new ideas and open-minded in our dealings with our customers can also show them that we are “going the extra mile” to understand their problems and meet their needs.
· Pursue opportunities in sustainability.  The department’s Climate Action Team establishes new procedures for sustainability and energy conservation.  Employees should strive on a daily basis to reduce waste and assist the City Council’s Initiative to be carbon neutral by 2020.

Diversity & Inclusion: We recognize and respect a variety of perspectives, experiences and approaches that will help us achieve our organizational goals.
· Work collaboratively, both with our colleagues in CMD and with client departments. We must find ways to work more collaboratively in the normal course of business if we are to build our partnerships. That means working with colleagues inside and outside of CMD to find more effective ways of operating. We must seek out and include the opinion of others, and incorporate their suggested improvements to our processes when possible.

· Be respectful of others both within and outside CMD. As Good Partners, we must strive to build our working relationships with our client departments and with each other, so we can deliver the highest-quality work product possible.  We will maintain constructive relationships by focusing on situations, issues, and behaviors and not the person.  We will not behave in a manner that undermines the self-confidence and self-esteem of others. We will recognize the talents and skills of all CMD employees and acknowledge that all CMD employees are working to accomplish the mission of the department.
Ethics & Integrity: Our actions will maintain the trust and confidence of the public and the organization.
· Behave in an ethical manner and perform all functions with integrity.  The culture of an organization is deeply connected with its commitment to, and demonstration of, ethics and integrity.  All CMD employees will conduct themselves in accordance with the prescribed ethical standards mandated by the City’s Integrity Office.  CMD employees will ensure that all decisions and functions are executed with ethics as the foremost guiding factor.    

MAKING THE GOOD PARTNER PROGRAM A PART OF DAILY OPERATIONS

There are many ways CMD employees can incorporate the Good Partner Program into our daily operations and activities. They include:
Lead by example. Every CMD employee can make Good Partner Values a reality by putting those values to work in everyday tasks.  Each CMD employee should exhibit the following traits in all their workday activities to serve as an example of Good Partnership:

· Professionalism

· Courtesy

· Cooperation

· Positive attitude

· Respect

· Ethics and integrity

· Commitment to the job, and commitment to internal and external clients
Focus on continuous improvement.  CMD employees should always look for ways to improve our processes. Each employee should take responsibility for properly adhering to CMD’s work processes and procedures correctly. Each division should review processes on a regular basis through the work of the CMD Procedures Committee.  If employees are tasked with functions where no process exists, employees can proactively discuss and create new work processes with management input.  Employees should look for opportunities to innovate whenever possible, and share tips for process improvement with the entire department. They should be receptive and responsive to constructive criticism from customers. By striving for continuous improvement, we can continue to provide high-quality services to our customers and demonstrate our commitment to excellence.
Enhance internal communications. CMD will communicate more effectively with its internal staff about the services provided by each division and how those services contribute to the completion of capital projects. Employees will provide support to staff by sharing information on ways to do our jobs more effectively through the use of work group meetings, informational emails, and the CMD intranet site.
Enhance external communications.  CMD will communicate more effectively with its external client departments and stakeholders.  CMD will educate clients and stakeholders about all aspects of capital project delivery, CMD’s role in the process, and the value of CMD services. 
Ensure CMD partners understand our role in delivering capital projects and their own roles in the success of the capital project delivery process.  Communicate with client departments about the Good Partner Initiative and the inherent benefits that come from being a Good Partner.  Cultivate and maintain respectful relationships between CMD and its client departments. 

Improving stakeholder communication:

· Educate them about all aspects of capital project delivery and CMD’s role in the process.
· Make sure they fully understand all City of Austin requirements.

· Make sure they abide by contracts executed by the City of Austin.
Communicate with stakeholders through:

· Regular vendor information sessions to provide them information on CMD processes, policies, and procedures that affect them.

· Small and Minority Business Resources meetings to provide them information on the City of Austin’s MBE/WBE Ordinance.

· Outreach to vendor organizations that represent both prime contractors and sub-contractors.

· “Brown bag” seminars and PM Academy facilitation and collaboration with the Project Management Division in the Public Works Department to enhance the skills and knowledge of city staff involved in capital project delivery, including project managers, design engineers, and construction inspectors.

· Other methods of interaction and communication as identified by CMD management and staff.
RECOGNIZING GOOD PARTNER PRACTICES 

By recognizing and rewarding employees that demonstrate Good Partner & PRIDE values we reinforce their value.  The purpose of CMD’s Awards and Recognition Program is to reinforce the importance of our Good Partner & PRIDE values, and to reward employees that apply those values to the daily performance of their duties. There are several ways to reward CMD employees:

· Saying “Thank You” – the simple act of saying “thank you” to employees for their efforts to employ Good Partner actions into their work activities can be a powerful tool. Whether the “thank you” comes from a supervisor, CMD Director, City Manager, or one’s peers, it demonstrates the value the entire department places on the Good Partner Initiative. To be most effective, this communication should be in writing and directed to an individual’s supervisor, with a copy going to the individual being recognized.

· Awards and Recognition – The department’s Awards and Recognition Program is used to acknowledge CMD staff that employ Good Partner ideals and practices into their daily work routines. Recognition could take several forms. 

· Departmental recognition events could be used to highlight employees who have exhibited Good Partner ideals and actions. 

· Supervisor and peer recognition could include letters of recognition from supervisors, the CMD Director, or the City Manager.

· Peer recognition could take the form of “on the spot” awards from an employee’s colleagues.

· All of these recognition opportunities can also use paid administrative leave, gift cards, movie passes, plaques, certificates, or other small gifts as rewards for employing Good Partner ideals and practices into daily activities. 

· Other forms of recognition as identified by CMD management and staff.
CMD can recognize the efforts of our client departments in several ways:

· Using letters of appreciation, e-mails, phone calls, or a simple “thank you” – CMD can recognize individuals, divisions, or an entire department for working in partnership with CMD. As with CMD employees, we recognize that the communication should be directed to the individual’s supervisor, the division manager, or the department director with a copy to the person, division, or department we wish to recognize, showing we appreciate the Good Partner efforts of others.

· Participating in the client department’s award and recognition program – CMD can work with a customer department’s awards and recognition program to show our appreciation to an entire department or a division for its efforts to be a Good Partner to CMD at one of their department-wide recognition events. 

· Recognize departments at City-wide meetings/events where recognition in front of the City organization is possible such as the Director’s meeting.
· Other forms of recognition as identified by CMD management and staff. 
MEASURING SUCCESS
CMD will be able to measure the success of the Good Partner Initiative through:

· Increased demand for CMD services as a result of good working relationship with client departments.

· Client departments that are knowledgeable about CMD services and appreciate the value-added by those services.

· Client departments will experience an improvement in quality, timeliness, cost, and risk reduction.
· Increased client satisfaction as measured through client department surveys.
· Positive feedback from CMD management.
· Staff will be recognized for their expertise and will be viewed as prime sources of information and assistance.
· Staff will be more proactive rather than reactive and complete services more efficiently and accurately.
· Increased levels of productivity and timeliness as measured by departmental performance measures.
· Recognition from client departments and stakeholders.
MANAGEMENT SUPPORT FOR EMPLOYEE GOOD PARTNER EFFORTS
The support that CMD Management provides CMD employees is a key contributor to the success of the Good Partner Initiative.  There are many ways management can demonstrate their support:
· Be Good Partners by leading through example. The most powerful way to encourage CMD employees to use Good Partner ideals in their daily work practices is for the department’s management to embody and practice those ideals.
· Provide resources to CMD staff so they can be Good Partners. This could include additional assistance and resources for completing work, (e.g. equipment, materials, time, or training).
· Trust staff expertise, knowledge, and judgment. Demonstrate to staff that management trusts their knowledge about their jobs and their judgment in resolving problems. Provide staff the opportunity to make decisions and take risks. Give staff the opportunity to resolve issues before management intervenes.
· Communicate regularly, openly, and consistently with staff. Give the staff opportunities to discuss issues of concern to them, share information with them about departmental operations and any forthcoming changes, and give them feedback on departmental performance.  Seek staff input on solving department problems whenever possible. Have an “open door” policy that encourages staff to approach management with ideas for operational improvement or to resolve conflicts.  
· Set clear expectations regarding department performance and operations. Communicate expectations clearly and as often as necessary. Give staff ample opportunities to understand performance expectations to meet or exceed them.
· Support staff efforts to change and improve work processes. Follow up with staff on any approved changes in a timely manner.

· Give staff professional development opportunities to expand and update their skills so they can continue to provide effective, efficient services. Training opportunities will improve staff knowledge and performance, as well as give staff confidence in their expertise.
· Reward staff that demonstrate Good Partner ideals and incorporate Good Partner practices into their daily operations. Use the department’s Awards and Recognition program to emphasize the importance of the Good Partner Initiative.
CONCLUSION

The Good Partner Program & PRIDE Initiative will guide the Contract Management Department in determining the actions, practices, and values that team members can employ to meet the City Manager’s goal of making the City of Austin the best-managed city in the country. 
The Good Partner Program & PRIDE Initiative:

1. Articulates the Good Partner ideals each CMD staff member should exhibit on a daily basis.

2. Provides guidance to CMD employees to make the Good Partner Program & PRIDE values a part of our everyday operations.

3. Details methods to recognize City of Austin employees for using Good Partner practices, both internally and outside of CMD.

4. Discusses ways to measure CMD success in implementing the Good Partner Program & PRIDE Initiative and provides indicators that will confirm that success.

5. Outlines ways that management can support CMD employees as they implement the Good Partner & PRIDE values.

Through the efforts discussed in this plan, the Contract Management Department will become the best managed department in the City of Austin.
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