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City Service Areas 
 
 

Aviation Services 
 
 

Economic & Neighborhood 
Development 

 
 

Environmental & Utility  
Services 

 
 

Public Safety 
 
 

Recreation & Cultural Services 
 
 

Transportation Services 
 
 

Strategic Support Services 

 
 
Performance Management in San José 
 

The City Service Area (CSA) performance report is the latest aspect of the 
city-wide "Investing in Results" (IiR) initiative implemented over the past four 
years.  IiR created an innovative, multi-level service delivery framework that 
aligns services across organizational lines and measure results at the strategic 
level as well as the front-line.  Please see figure 1 for a graphic presentation 
of the framework and its components. 

A distinguishing feature of San José's service delivery framework is the 
alignment of core services into City Service Areas or CSAs. CSAs allow San 
José to better communicate the "big picture"  of service results to decision-
makers, the public and other stakeholders.  The seven CSAs integrate hun-
dreds of services provided in individual departments into the City's six key 
lines of business - Aviation Services, Economic & Neighborhood Develop-
ment, Environmental & Utility Services, Public Safety, Recreation & Cultural 
Services, and Transportation Services.  The seventh CSA, referred to as Strate-
gic Support Services, represents the internal functions that enable the other six 
CSAs to provide services to the community.   

 
These cross-departmental CSAs provide a forum for strategic planning, for 

setting policies and for making investment decisions.  Plans, policies, and in-
vestment decisions at the CSA level are then carried out through departmental 
core and operational services. 

 
The CSA (strategic) level was chosen for the performance report to Coun-

cil and the public to provide performance data that can be used not only for 
the evaluation of service delivery results, but also as a context for strategic 
planning and budgeting.  

 

 The following pages present an overview of  San José’s City Service Area 
framework and how it is used in San José’s operating and capital budgets and 
in performance reporting to the City Council and the public.  
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Services 
Operational 
Services 

City of San Jose Service Delivery Framework 

� Mayor & Council policy 
setting and investment 
direction   

� “Big-picture” of 
community conditions 

� Strategic business 
plans  

� Cross-departmental 
management & 
accountability 

� Aligns to vision 

� Front-line  
     service delivery 
� Make improvements 
� Work unit 

management & 
accountability 

� Aligns to core 
services 

� Departments’ key  
      lines of business 
� Translation of CSA     
     plans to action 
� Departmental 

management & 
accountability 

� Aligns to CSAs 

Investing in Results 
City of San Jose’s Service Delivery Framework 

� Neighborhood Pride   
� Efficient Transportation 
� Competitive Business 

Environment  
� Safe Community 
� Customer D riven Gov-

ernment 
� Personal Growth and 

Enrichment 
� Clean and Sustainable 

Environment 

� Mayor & Council policy 
setting and investment 
direction   

� “Big-picture” of community 
conditions 

� Strategic business p lans  
� Cross-departmental man-

agement & accountability 
� Aligns to vi sion 
 

� Departments’ key lines 
of business  

� Translation of CSA 
plans to action 

� Departmental manage-
ment & accountability  

� Aligns to CSAs 
 

� Front- line service delivery  
� Make improvements 
� Work unit management & 

accountability  
� Aligns to core service 
 

Operational 
Performance 
Measures 

Core Service 
Performance 
Measures 

CSA 
Performance 
Measures 

Community 
Indicators 

Customer-Focused and Results-Driven Service Delivery 
 

The City is in the fifth year of an initiative called “Investing in Results (IiR).”  IiR involves building a 
framework to help the City be customer-focused and results-driven in delivering services to the 
community.  At every step of the way, the focal point of IiR is meeting customer needs.   
 

The IiR framework aligns front line (or operational) services to the City’s Vision for Quality of Life.  
This structure acknowledges the complexity of the organization and the wide variety of services de-
livered and provides tools at all levels of the organization to plan, manage, and measure the results 
that customers experience. 
 

The 2002-2003 Operating Budget was San José’s first performance-based budget developed by City 
Service Area and based upon five–year Business Plans. CSAs enable the City to strategically plan 
and show results of the collaboration among departments.  Each CSA aligns the efforts of a number 
of Core Services (each with its own set of performance measures) into the City’s key lines of busi-
ness.  
 

Both the operating and capital budget documents are now aligned to the CSA framework.  A CSA-
based capital project reporting system has been implemented along with consistent performance 
measures to ensure that the City meets its quality, on-time, and on-budget goals for  project delivery. 
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Layering of Performance Measurement Information 
 
Performance measures for CSAs are intended to reflect the progress being made towards goals and 
outcomes that have been defined by the CSAs and approved by City Council in five-year Business 
Plans.  The measures are often more strategic in nature than those at the core service level and 
consist of a blend of PMs unique to the CSA level in addition to core service PMs that are also 
reported at the CSA level.  Core Service performance measures are the balanced set of measures—
quality, cost, cycle time, and customer satisfaction— that exist for each of the 75 core services (key 
lines of business) identified by the City’s twenty-four departments and offices.  These measures are 
designed to be more tactical, than strategic.  Performance information for all core service level 
measures is reported in the annual Operating Budget document. Finally, there is are Operational or 
“front-line” measures that are subcomponents of Core Services.  That data focuses on the day-to-
day performance of the services delivered. 
 
A new “map” detailing the alignment of the 75 core services to the seven CSAs is provided at the 
end of this Report Guide section.  
 
Frequency and Use of the CSA Performance Reports 
 
Year-end actual performance data (for the prior fiscal year ended in June) is reported in the fall, 
concurrent with the City Manager’s Annual Report of financial data.  Communication of prior year-
end data in this timeframe provides Council with the opportunity to comprehensively review the 
annual service delivery performance against adopted targets as well as review annual expenditures 
against adopted budget amounts.  Actual data allows confirmation of performance levels estimated 
in development of the current year budget or, where variances may occur, the ability to adjust 
current year resources or performance as necessary to reflect such variances. 
 
In the next Mid-Year report, six month, year-to-date CSA performance data will be reported in the 
spring of 2005, concurrent with the Mid-Year Budget Review.  Again, this timing gives staff, 
Council and the public a comprehensive picture of resources and performance at mid-year with the 
opportunity to adjust the adopted budget or performance levels to respond to trends or variances 
from the adopted budget.  In addition, this timing also permits use of this information in 
development of the next year’s Proposed Budget. 
 
2003 Community Survey Data and Methodology 
 
From December 14 to December 23, 2003, a professional survey firm, Fairbank, Maslin, Maullin 
and Associates (FMM&A), conducted telephone interviews with 1,000 San Jose residents whose 
phone numbers were randomly selected.  The survey was offered in English, Spanish and 
Vietnamese.  Given the sample size, the survey results as a whole have a margin of error of +/- 3.1 
percent.  Any smaller subgroups of the sample (e.g. by age, income level, neighborhood, etc.) have 
higher margins of error. 
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2003 Community Survey Data and Methodology (Cont’d) 
 
New Strong Neighborhoods Initiative Data for 2003  - New for the 2003 survey is a breakout 
of responses from the aggregated Strong Neighborhoods Initiative (SNI) areas.  This information 
will be used in establishing baseline levels of conditions, needs and service delivery in the 20 SNI 
areas, and in measuring progress of the SNI Business Plan adopted by the City Council in August 
2004.  Comparison of the relative differences between residents’ perceptions in the SNI areas 
versus non-SNI areas of the City will also be possible.  This information will be presented in future 
performance reports. 
 
Reliability of Performance Information 
 
The City Manager’s Office prepared this report at the direction of the City Council.  The 
performance measures and targets presented are those adopted as part of the 2003-2004 operating 
and capital budgets.  Performance data and explanatory information was provided by the 
responsible City Service Areas.  While the City Manager’s Office reviewed the information for 
internal consistency with previously published goals and targets, there has been no third party  
detailed testing or verification of the data.  The report is intended to be informational and to 
provide an additional source of guidance for future decision-making regarding service delivery and 
resource allocation.  
 
Other Performance Measure Sources and How to Find Them 

Material that is being finalized concurrently with this performance report will appear on the specific 
site noted as soon as it can be formatted and posted. 

� 2003-2004 Adopted Operating Budget - www.sanjoseca.gov/budget 

� 2003-2004 Adopted Capital Budget document - www.sanjoseca.gov/budget 

� 2003 Community Survey Report and Results - www.sanjoseca.gov/quest/publicat.htm 

� City Service Area (CSA) Business Plans - www.sanjoseca.gov/quest/publicat.htm 

� Strong Neighborhoods Initiative Business Plan - www.strongneighborhoods.org 

 

The Operating Budget Document—New CSA Alignment 

For 2004-2005, the operating budget document is no longer organized by department, but now 
reflects San José’s service delivery-based framework for performance-driven government.  In that 
framework, each of the 75 departmental core services is aligned to one of seven City Service Areas 
to which it contributes. 
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The Operating Budget Document—New CSA Alignment (Cont’d) 
 
Each of the CSA overview sections include a description of the CSA’s mission and partner 
departments, budget and performance highlights and total budget by core service.  This is followed 
by its five-year Business Plan stating current position, selected indicators; trends, issues and 
opportunities; and key strategic goals and objectives, and by the Investment Strategy which guides 
the implementation of service delivery priorities within the constraints of available resources.  
Next, current and planned performance are reported for each of the CSA’s outcomes.  Finally, a 
summary of approved budget changes is provided for each CSA, which also links each change to 
more detailed descriptions in the relevant departmental Core Services sections which now follow 
the CSA overview. 
  
Performance Measure Development and Changes 
 
During the initial formulation of  performance measures by departments an integral part of the 
process involved bringing together focus groups of customers and interested residents to review 
and comment on the draft performance measures that had been developed by the departments.  
The results of that feedback were used to modify the draft measures and add new measures where 
appropriate.  The same process of drafting performance measures and using focus groups was used 
in the development of CSA performance measures and just one year ago when the City’s Strong 
Neighborhood Initiative (SNI) developed performance measures for its program. 
 
CSAs and departments have an annual opportunity every spring during the development of the 
City’s annual operating budget to review their existing set of performance measures and propose 
the additions, deletions, or changes to them.  These proposed changes, including the rationale for 
making the change, is documented for each CSA and Core Service and collected in the Manager’s 
Budget Addendum (MBA) #1.  MBA #1 is presented to Council as part of the Proposed Budget 
process.  Questions about proposed PM changes are raised as part of the budget hearings for each 
CSA and the MBA is approved as part of the formal adoption of the budget by the Council in June 
of each year.  Not every proposed PM change is approved by Council and exceptions are noted in 
the Mayor’s Budget Message released as part of the budget adoption process. 
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AVIATION SERVICES CSA 
 
 
 

Mission: To meet the air trans-
portation needs of the community 
in a safe, efficient and cost effec-
tive manner. 
 
 
 

Core Services 
 

AIRPORT 
� Airport Customer Service 
� Airport Environmental Manage-

ment 
� Community Air Service 

ECONOMIC & NEIGHBOR-
HOOD DEVELOPMENT CSA 

 
 
Mission: To manage the growth and 
change of the City of San José in 
order to create and preserve healthy 
neighborhoods, and ensure a di-
verse range of employment and 
housing opportunities. 
 

Core Services 
 

CITY MANAGER – ECONOMIC DEVELOP-
MENT 
� Business/Job Attraction, Retention, 

 Expansion and Creation 
� Workforce Development 

 
CAE 
� Convention Facilities 

 
FIRE 
� Fire Safety Compliance 

 
HOUSING 
� Increase the Affordable Housing 

Supply 
� Maintain the Existing Affordable 

Housing Supply 
� Provide Services to Homeless and 

At-Risk Populations 
 
PBCE 
� Community Code Enforcement 
� Development Plan Review and 

Building Construction Inspection 
� Long Range Land Use Planning 

 
PUBLIC WORKS 
� Regulate/Facilitate Private Develop-

ment 
 
REDEVELOPMENT 
� Enhance the Quality and Supply of 

the City’s Housing Stock 
� Initiate and Facilitate Private Devel-

opment 
� Promote and Implement Neighbor-

hood Improvement Strategies 

ENVIRONMENTAL & UTILITY 
SERVICES CSA 

 
 
Mission: Provide environmental 
leadership through policy develop-
ment, program design and reliable 
utility services. 
 
 
 

Core Services 
 

ENVIRONMENTAL SERVICES 
� Manage Potable Water 
� Manage Recycled Water 
� Manage Recycling and Garbage 

Services 
� Manage Urban Runoff Quality 
� Manage Wastewater 
� Protect Natural and Energy Re-

sources 
 
TRANSPORTATION 
� Sanitary Sewer Maintenance 
� Storm Sewer Maintenance 

 
 

EMPLOYEE  SERVICES 
� Employee Benefits 
� Employment Services 
� Health and Safety 
� Training and Develop-

ment 
 
FINANCE 
� Disbursements 
� Financial Management 
� Financial Reporting 

 

Core Services 
 

GENERAL SERVICES 
� Facilities Management 
� Fleet and Equipment Services 
� Materials Management 
� Purchasing 

 
INFORMATION TECHNOLOGY 
� City-Wide Data Management 
� Network and Communication 

Services 
 

STRATEGIC SUPPORT 
CSA: 

 
Mission:  To effectively de-
velop, manage and safeguard 
the City’s fiscal, physical, tech-
nological and human resources 
to enable and enhance the de-
livery of City services and pro-
jects. 
 

 
 

INFORMATION TECHNOLOGY (CONT’D.) 
� Technology Customer Support 
� Technology Solutions Consult-

ing 
� Technology Strategic Planning 

 
PUBLIC WORKS 
� Equality Assurance 
� Plan, Design and Construct 

Public Facilities and Infrastruc-
ture 

 

HOW TO READ THE CSA—
CORE SERVICE MAP 

 
Each box represents one of the 
seven CSAs.  Each lists the Mis-
sion of the CSA followed by the 

Department(s) and Core Services 
that align to each CSA. Each Core 

Service aligns to only one CSA.  
Example: 

  

Core Services 
 

DEPARTMENT NAME 
� Core Service Name  
� Core Service Name  
� Core Service Name  

 
Mayor, Council and Appointees 
consist of those parts of the City 
organization that do not directly 

align to a specific CSA. 
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PUBLIC SAFETY CSA 
 
 
 
Mission: Provide prevention and 
emergency response services for 
crime, fire, medical, hazardous and 
disaster related situations. 
 
 
 
 

Core Services 
 

EMERGENCY SERVICES 
� Emergency Preparedness and 

Planning 
� Emergency Response and Recov-

ery 
 
 
FIRE 
� Emergency Response 
� Fire Prevention 

 
INDEPENDENT POLICE AUDITOR 
� Independent Police Oversight 

 
POLICE 
� Crime Prevention and Community 

Education 
� Investigative Services 
� Regulatory Services 
� Respond to Calls for Service 
� Special Events Services 

RECREATION & CULTURAL 
SERVICES CSA 

 
 
Mission: To serve, foster and 
strengthen community by providing 
access to lifelong learning and op-
portunities to enjoy life. 
 
 
 
 

Core Services 
 

CAE 
� Arts and Cultural Development 
� Outdoor Special Events 

 
GENERAL SERVICES 
� Parks and Civic Grounds Manage-

ment 
 
LIBRARY 
� Promote Lifelong Learning and 

Provide Educational Support 
� Provide Access to Information, Li-

brary Materials and Digital Re-
sources 

 
PRNS 
� Community Strengthening Services 
� Life Enjoyment Services 
� Neighborhood Livability Services 

TRANSPORTATION CSA 
 
 
 
Mission: To establish City transpor-
tation policy and to implement that 
policy by planning, building, oper-
ating, and maintaining needed 
transportation systems. 
 
 
 

Core Services 
 

POLICE 
� Traffic Safety Services 

 
TRANSPORTATION 
� Parking Services 
� Pavement Maintenance 
� Street Landscaping Maintenance 
� Traffic Maintenance 
� Transportation Operations 
� Transportation Planning 

 

 
 

 
REDEVELOPMENT 
� Initiate and Facilitate Public 

Facilities and Spaces 
 
RETIREMENT 
� Administer Retirement Plans 

 

MAYOR, CITY COUNCIL & 
APPOINTEES 

 
Mission: Council appointees exist to support and advance the collective work done 
by the City organization through leadership, communication, and coordination. 
 

 
 

 
CITY ATTORNEY 
� Legal Representation 
� Legal Transactions 

 
CITY AUDITOR 
� Audit Services 
 
CITY CLERK 
� Facilitate the City’s Legislative Process 
 

 
Core Services 

 
MAYOR AND CITY COUNCIL 
 
CITY MANAGER 
� Analyze, Develop and Recommend Public 

Policy 
� Lead and Advance the Organization 
� Manage and Coordinate City-Wide Service 

Delivery 
 
 

7 



2003-2004 Year-End  
 

City Service Area 
Performance Report 

 
 

Executive Summary 



----2003-2004 Year End CSA Performance Report—Executive Summary  

Aviation Services City Service Area 

Outcome 1: The Airport is the region’s first choice for air transportation 

Mission: 

Mission:  To meet the air transportation needs of the community in a safe, efficient 
and cost effective manner. 

Bay Area Market Share - Passengers
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SJC

SJC Airport currently serves 19% of  annual regional  passenger air traffic — 
down from 22% in 2000-2001

Key Messages  
     The City’s Economic Development Strategy is focused on expanding the number and improving the health of  businesses 
located in San Jose. The Strategy outlines steps to make San Jose more competitive by leveraging the City’s assets such as the 
Airport and by investing in infrastructure that will make San Jose a Global Gateway. To this end our community must invest in 
infrastructure and services that increase productivity and help mitigate the cost of  doing business.  
     A number of  factors go into assessing a community’s competitive advantages: air service destinations and frequencies, facili-
ties and infrastructure to support both air service and direct customer needs, airport amenities, location, accessibility, and costs.  
While the Airport continues to work on air service development and marketing, Master Plan development provides the most 
significant enhancement to our ability to compete. Improved amenities including security processing, and roadway and public 
transportation access improvements needed in 
order to support business activity. In June 2004, 
the San José City Council approved the architec-
tural concept for the Airport’s North Concourse 
project. The North Concourse is the first phase 
of  a three-phase terminal improvement program. 
The project includes a new state-of-the-art con-
course with improved gates, jetways and food, 
beverage and retail shopping concessions. It also 
integrates new federal security requirements and 
improvements for customer service. The Air-
port’s architectural team is now moving forward 
with the design details and completion of  the 
Concourse is anticipated in late 2007. 
     Regaining a larger share of regional air passen-
ger traffic will indicate progress toward enhanc-
ing the City’s competitive advantage. 

“Our community 
has both reason to 
be  optimistic about 
our future and 
concerned about 
staying ahead of 
our competition”   

          San Jose Eco-
nomic Development 

Strategy  
Nov. 2003 

July 04 

1 

An architect’s rendering depicts the future North Concourse 
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Key Messages  
     Passenger levels, as shown in the graph of calendar year monthly activity, continue to increase slightly.  Total passengers 
ended the year just slightly greater than 10.9 million passengers, a growth of 1.9% from 2002-2003. Although passenger 
levels are still significantly less than those experienced in 2001, the final quarter of the year showed the greatest improve-
ment in activity since 9-11.   
     There was more good news as well, when the City was invited to share in the celebration of JetBlue’s introduction of 
direct service to JFK.  The operations from SJC began on June 10, 2004.  The daily flight arrives at Gate C-8 in Terminal C 
at 8:45 p.m. and departs for JFK at 9:45 p.m.  Initial reports are that flights are departing nearly full, averaging over 120 
passengers per departure. 

Norman Y. Mineta San Jose International Airport 
Monthly Passengers

600,000
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1,000,000

1,200,000

1,400,000

1,600,000

Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec

2001 2002 2003 2004

Outcome 3: Businesses consider the Airport as a partner in supporting the success 
of  the regional economy 

Key Messages  
     Costs per Enplaned Passenger (CPE) for 2003-2004 were anticipated to be 
$5.09. This is the estimated cost that airlines would pay in rates and charges, 
such as landing fees and terminal rentals per passenger to fund Airport 
services during the fiscal year. Careful fiscal management allowed the Airport 
to reduce the anticipated CPE to just $4.69, 7.9% lower than budgeted.  To 
accomplish this the Airport Department developed, monitored and 
successfully exceeded its cost management saving plan. These savings are 
returned to the airlines in the form of lower rates and allow Mineta San Jose International Airport to serve as an cost 
efficient partner in supporting the success of regional businesses and travelers. 

Aviation Services City Service Area 

   A key goal  in this outcome is to keep 
airport costs low in order to be competi-
tive and support business use of SJC by 
providing cost effective services. 

CPE for Oakland was $4.81 & San Francisco was $17.27

    2003-2004   2003-2004   %   
San Jose Rates   Adopted   Actual   Change   

                

Landing Fee (per 
1000 MGLW)   

$1.51    $1.34  
  

-11.3% 
  

Cost per Enplaned 
Passenger (CPE)   

$5.09    $4.69  
  

-7.9% 
  

Projected 2004-2005 CPE

$4.76 $5.05

$15.71
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$10.00
$12.00
$14.00

$16.00
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SJC OAK SFO

Each of JetBlue’s planes is named through a contest of 
JetBlue crew members.  “Hopelessly Devoted to Blue” 

flew the inaugural flight out of San José. 
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Outcome 2: Travelers have a positive guest experience while using the Airport 
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