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      Ward 1 – Keith D. Lau  

 Mayor – Sandy Sanders   Ward 2 – Andre’ Good  

      Ward 3 – Mike Lorenz  

 City Administrator – Ray Gosack  Ward 4 – George Catsavis   

          At Large Position 5 – Pam Weber 

 City Clerk – Sherri Gard   At Large Position 6 – Kevin Settle 

      At Large Position 7 – Philip H. Merry Jr. 

 
 

AGENDA 
Fort Smith Board of Directors 

Study Session 
April 8, 2014 ~ 12:00 Noon 

Fort Smith Public Library Community Room 
3201 Rogers Avenue 

 
 
CALL TO ORDER 

 
1. Update from Whirlpool Corporation regarding TCE remediation   
 

2. Review regulations regarding signs in public rights-of-way  
 

3. Discuss citizen service improvement plan  
 

4. Review preliminary agenda for the April 15, 2014 regular meeting 
 

ADJOURN 
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3
MEMORANDUM

April 4, 2014

          TO:  Mayor and Board of Directors 

    FROM :  Ray Gosack, City Administrator

SUBJECT:  Citizen Service Improvement Plan

Below is an outline of a 7‐point plan to improve service to
the citizens of Fort Smith.  The plan will focus on improvements
for development and building projects; however, elements of the
plan will help improve all city services.

# Wally Bailey met with architects, engineers, developers
and builders on March 31st to identify areas of concern
and suggestions for improvement.  A summary of that
meeting is attached.

# Meetings have been conducted with development services
staff to review principles of exceptional citizen
service.

# More closely monitoring the quality of line staff work
by management staff.

# The use of Gradient Solutions to observe our
development services processes, elicit feedback from
citizens, and suggest process improvements.  Gradient
Solutions has helped us for a number of years with risk
management, compliance, making intelligent use of data,
and process improvements.

# We will provide employees who regularly greet citizens
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and answer service request phones with citizen service
training to be conducted by the Arkansas Hospitality
Assn.  The training will focus on four key elements:
providing a warm greeting (smile and eye contact); making an
offer to help; anticipating the citizen’s needs; and
thanking the citizen for coming in or calling.

# Adopting a resolution establishing a citizen service
philosophy and values.  A draft resolution is attached. 
Following adoption, the resolution will be provided to
all 900 employees.

# Conducting citizen service surveys.  Most departments
began doing this earlier this year (a few departments have
conducted surveys for a few years).  A sample of the surveys
are attached.  We will compile results and report to
the board by early August.  The surveys will give us
empirical data about citizens’ satisfaction levels with
the services they receive from their city government.

Our goal is to provide exceptional service every time
someone contacts the City of Fort Smith.  We won’t be able to
fulfill every request made of the city, but we will respond to
all contacts timely and with professionalism.  Implementation of
the plan will be a continuous improvement process – we can never
be good enough at citizen service.  The staff looks forward to
the board’s discussion about improving citizens’ service
experiences with the City of Fort Smith.

Attachments
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            Board of Directors   

            Ward 1 – Keith D. Lau   

  Mayor – Sandy Sanders      Ward 2 – Andre’ Good   

            Ward 3 – Mike Lorenz   

  City Administrator – Ray Gosack    Ward 4 – George Catsavis   

                At Large Position 5 – Pam Weber 

  City Clerk – Sherri Gard      At Large Position 6 – Kevin Settle 

            At Large Position 7 – Philip H. Merry Jr. 

 
 

AGENDA ~ Summary 
Fort Smith Board of Directors 

Study Session 
April 8, 2014 ~ 12:00 Noon 

Fort Smith Public Library Community Room 
3201 Rogers Avenue 

 
 
CALL TO ORDER    All present   (Mayor Sandy Sanders presiding) 

 
1. Update from Whirlpool Corporation regarding TCE remediation   

Presentation only.   
 

2. Review regulations regarding signs in public rights-of-way  
The Board concurred to consider amendments regarding same. Director of 
Development Services Wally Bailey will prepare recommended amendments and 
present such at a future study session.  
  

3. Discuss citizen service improvement plan  
Weber / Lorenz placed resolution adopting a citizen service philosophy and values 
for the City of Fort Smith on the April 15, 2014 regular meeting agenda. 
 

4. Review preliminary agenda for the April 15, 2014 regular meeting 
 

ADJOURN 
12:56 p.m. 




