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BUSINESS PLANNING 

The Business Planning Process 
Business planning for Fiscal Year 2017 actually began at the start of Fiscal Year 2016. In November Departments 
create a draft of their business plan. Working with the Budget Office, Departments update the first draft of the 
plan for submission to the Executive Team in January. Updates are made according to feedback from the 
Executive Team and business plans are finalized by the end of February. 

What is a Business Plan? 

A SERVICE CONTRACT 

A business plan… 
 Illustrates in detail what services the City 

provides.  

 Illustrates how the City provides those services. 

 Service Commitments allow the City to hold itself 
accountable for maintaining high levels of service 
throughout the City. 

A PLANNING DOCUMENT 

A business plan is a comprehensive planning 
document developed annually by every Office 
and Department. A business plan… 

 Illustrates the connection between operational 
services and activities, and long-term goals and 
objectives. 

 Enables each Department to define their role and 
responsibilities within the greater context of the 
organization, ensuring cohesive growth across 
the organization. 

 Reviews departmental strengths, weaknesses, 
opportunities, and threats using the SWOT 
analysis technique, allowing Departments to 
consider both internal factors, like succession 
planning and funding allocations, and external 
factors, like demographic changes, when 
planning for the future. 

A COMMUNICATION DOCUMENT 

A business plan is a vehicle to communicate with 
the public. A business plan… 
 Affords the City the opportunity to be open and 

transparent.  

 Educate residents and the general public on how 
the City provides day-to-day services. 

A WORK PLAN 

A business plan is an operational document 
which can be leveraged by Departments for 
internal process improvement efforts. A business 
plan… 
 Creates a road map for how service goals are 

met. 

 Makes the connection between front line 
objective and organizational objectives. 

A BUDGETING TOOL 

A business plan is a tool to be used in the 
budgeting process. A business plan… 
 Facilitates the submission of Key Issues. 

 Allows Departments to submit for cost estimates 
ahead of the budget cycle 

 Provides a space for strategic thinking before the 
budget process kicks off in the Spring. 
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CITY OF SUGAR LAND  MISSION & PRIORITIES 

To enhance the quality of life in the community by a commitment to excellence in the delivery of public 
service. 

Mid-term Priorities 

SAFEST CITY IN AMERICA: FEELING SAFE, RAPID RESPONSE 

 Have a Rapid, Effective and Coordinated Response to an Emergency – Police, Fire, EMS, Public Works 

 Maintain People Feeling Safe, Secure and Comfortable throughout the Community 

 Maintain a Low Crime Rate in Sugar Land with a High Clearance Rate 

 Develop Effective Public Safety Communications with Adequate Staffing and Using Appropriate Technology 

 Improved All-Hazards and Disaster Preparedness, Response and Recovery through Better Coordination and Intergovernmental 
Cooperation 

 Utilizing Technology to Contribute to a Safe Community 

STRONG LOCAL ECONOMY: GROWING BUSINESS INVESTMENT 
 Attract Targeted Businesses with Primary Jobs: National and International 

 Growing Tax Base: Property Tax and Sales Tax Generators 

 Develop Major Business Parks with Class A Office Environment: Tract II and Prison Property / Newland (300 Acres) 

 Expand Tourism: Venues, Marketing and Number of Visitors 

 Develop Three Destination Activity Centers – Major Community Focal Points and Regional Destinations: Brazos River Park 
Festival Site, TIRZ #4, Imperial Area 

  Protect Strength of Current Economic Generators 

RESPONSIBLE CITY GOVERNMENT: FINANCIALLY SOUND, EXCEPTIONAL SERVICE 
 Maintain a High Level of Citizen Satisfaction and Cost-Effective Delivery of City Services: Value for Tax Dollars 

 Continue “Championship” Workforce: Professional, Well-Trained, Appropriately Compensated, Retention / Internal 
Promotional Opportunities 

 Have City Employees Serve as the Primary Contact with Customers 

 Maintain Financially Responsible Government Consistent with City’s Mission 

 City of Sugar Land – a Leader in Customer Service and Superior Service 

 City and Partners Operating Efficiently and as a Service Business 

GREAT PLACE TO LIVE: DEVELOPMENT, REDEVELOPMENT, MOBILITY, ENVIRONMENT 
 Have Predictable, Compatible Development and Land Uses Consistent with Comprehensive Plan 

 Maintain Adequate Infrastructure and Services to Support Growth and Sustain the Existing Community 

 Revitalize / Redevelop Older Commercial Centers: Appearance and Business Vitality 

 Improve Mobility within Sugar Land: Automobiles, Bicycles and Walking 

 Strive for Land Uses that Build the Wealth of the City – Balancing Property Tax Value, Sales Tax Revenue & Primary Jobs 

BUILDING COMMUNITY: DIVERSE CULTURES, LEISURE, ARTS 
 Develop City Facilities and Venues that Support Community Arts, Events and Festivals 

 Develop Residents’ Understanding of Civic Processes and Community Infrastructure 

 Support Community Events and Festivals of Diverse Ages and Cultures 

 Adapt to Sugar Land’s Changing Demographics 

 Expand Arts throughout the Community 

Want to know more about the long range vision for the City of Sugar Land? Check out Vision 2025!  

http://www.sugarlandtx.gov/index.aspx?NID=542
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OFFICE OF STRATEGIC INITIATIVE S  
2017 BUSINESS PLAN 

Departmental Mission Statement 
To foster and promote innovation and the theme of getting better throughout the organization; lead 
strategic planning efforts; and develop and implement tools for accountability and data driven decision-
making. 
 

Executive Summary 

The Office of Strategic Initiatives was established in 2014 to lead the strategic planning efforts of the city 
by ensuring the operations of the City are aligned with the vision and priorities established by the City 
Council.  This is completed through the adoption of the annual work plan by the City Council.  The Office 
of Strategic Initiatives coordinates the annual process through various initiatives and processes required 
in preparation for the adoption of the annual Work Plan.  This process begins with the City Council Fall 
Retreat in the first quarter of the fiscal year.  This retreat identifies gaps and begins defining priorities for 
the next fiscal year.  In the second quarter, staff then prepares the recommendations and strategies for 
the next fiscal year.  In the Mid to Late Second Quarter, the Mid-Year City Council Retreat occurs where 
the recommendations and strategies are presented and budget priorities are confirmed.  In the third 
quarter, staff prepares the scopes of work and finalizes the proposed fiscal year Work Plan.  In the fourth 
quarter, the proposed fiscal year Work Plan is reviewed and the resolution is brought forward to City 
Council for adoption in the first quarter. 
 
The Office of Strategic Initiatives is also responsible for organizational accountability initiatives such as 
the organizational assessments and data driven decision making tools such as the goal and performance 
measures programs.   Initiatives such as these are all coordinated and led by OSI and provide management 
with the tools required to make data driven decisions.   
 

 

  



5 
 

Office of Strategic Initiatives  

ORGANIZATION & STRUC TURE 
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FUNCTIONAL STRUCTURE  
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STRATEGIC INITIATIVE S 
PROGRAM SUMMARY 

The City of Sugar Land’s Office of Strategic Initiatives works to ensure the operations of the City are aligned 
with the vision and priorities established by the City Council.   
 
In regards to Strategic Planning, the Office is responsible for the City’s established strategic planning process – 
from coordination of City Council retreats to the establishment of calendars for the internal staff preparation 
process. 
 
As a high performance organization, the City continues to seek ways to improve and get better as an 
organization through well-developed tools, processes and programs.  These tools include the departmental 
business plans, organizational assessments, implementation of goal measures and development of 
performance measures which help drive performance improvements and accountability throughout the 
organization by linking the performance of key operations to the overall goals and vision.   
 
There are three City Manager Accountability Initiatives established as priorities for the Office of Strategic 
Initiatives.  These priority initiatives include City Council Goal Measures Program, Performance Management 
Program and Organizational Assessments.   
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STRATEGIC INITIATIVES  
PROGRAM SERVICES AND  SERVICE LEVELS 

Service:  Management Assistant (MA) Program 

With the need for new professionals in local government ever increasing as localities are quickly facing the 
retirements of an entire generation of leaders/managers, the City of Sugar Land has developed an innovative, 
two-year Management Assistant program to introduce future municipal managers to public service.  This program 
gives the City of Sugar Land the opportunity to utilize and further develop the professional skills of the 
Management Assistant I, as he/she works to gain experience in a wide array of local government. 

Established in 2004, the Management Assistant I position is a two year program that provides opportunities for 
the management and general business operation of the City.  Such duties may include, but are not limited to: 
project lead for various management and policy strategic projects; assisting departments with the development 
of goal and performance measures; conducting policy, legal, operational, and technical research and analysis; 
assisting in the coordination of various citizen involvement programs; and the coordination of special projects as 
assigned.  The position requires an excellent academic record and the satisfactory completion of a Master’s 
degree in Public Administration or related field.  

The program allows the management assistants to acquire new skills and pushes them to work through 
opportunities and challenges as project leads on various city-wide strategic projects.  The program also offers 
them the opportunity to work closely with city management team as mentors to the management assistants.  The 
city management team mentorship provides them the motivation and inspiration to understand how their career 
goals align with the organization’s goals. The program gives them the fundamentals to continuously learn through 
training and various projects and responsibilities that force them to stretch and think outside the box.  The 
organization sees this program as a great investment for the City of Sugar Land by ensuring leadership continuity 
well into the future.   

The program is managed by the Office of Strategic Initiatives with 4 Management Assistant I positions directly 
reporting to the Strategic Initiatives Manager.  In the Spring of FY17, 1 Management Assistant I was relocated to 
the City Manager’s Office and reports directly to the Assistant to the City Manager.   

Service:  Strategic Planning 

Strategic planning is the process by which the City of Sugar Land determines what it intends to focus on for the 
future and how we plan to get there.  Strategic planning involves developing a vision (vision 2025) for the city’s 
future and determining the necessary goals, priorities and strategies to achieve the vision.   The planning efforts 
include the creation of a focused, comprehensive, organization-wide Annual Fiscal Year Work Plan to accomplish 
projects critical to the community goals with appropriate urgency and enthusiasm.  The City’s Strategic Plan 
includes the City Council Priorities and Strategies along with an action agenda.  City Council establishes broad 
priorities for the community with strategies for each goal.  Focus is on the overall community, where it is going 
and how to get there.  City Council formulates an annual “Action Agenda” consisting of top and high priorities 
related to broad goals and objectives.  Staff develops related goal measures and targets that are affirmed by City 
Council.  The City Manager incorporates annual “Management Priorities.” The Action Agenda results in an Annual 
Work Plan consisting of strategic projects and initiatives.   

Activity: Department Director Retreat, City Council Retreats & City Council Work Session 

Under the guidance of the Executive Team, the Office of Strategic Initiatives plans and coordinates two annual 
City Council strategic planning retreats-Fall and Mid-Year. The Fall Retreat provides an opportunity for City 
Council to revisit the city’s goals and objectives and to identify priorities for the next Fiscal Year. In addition, 
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City Council may review governance topics in order to enhance their ability to focus on the vision and values 
of the community.  

 
The goal of the Mid-Year Retreat is to revisit the issues identified at the Fall Retreat and seek direction on 
staff’s recommendations for remedying these issues. Also at this retreat, the Office of Strategic Initiatives 
partners with the Budget Office to review financial items with City Council.  Both retreats play significant roles 
in the development of the Annual Work Plan. However, the Office of Strategic Initiatives also seeks to identify 
gaps in the current level of service through the solicitation of department heads and management. Together 
with City Council’s recommendations, the management and departmental recommendations compose the 
Annual Work Plan. Overall, the Work Plan utilizes a project management style and is housed within Office of 
Strategic Initiatives Finally, all proposed projects and initiatives are presented at the Annual City Council Work 
Session. The Office of Strategic Initiatives oversees and coordinates with the various departments to deliver 
the Work Session presentation and materials.     
 
OSI also facilitates a Department Director Retreat annually.  The retreat focuses on organizational 
accomplishments, priorities and upcoming potential projects.  The purpose is to develop potential projects 
for the next fiscal year.  The retreat also provides opportunities for Department Directors to prioritize 
organizational priorities and build rapport with each other.   

Activity: Quarterly Reporting 
Quarterly Reports provide City Council with an update on financials, CIP projects, intergovernmental relations 
activity, goal measures, and the progress of all Annual Work Plan projects and initiatives. The Office of 
Strategic Initiatives oversees the compilation of these documents and provides City Council with a Boards 
and Commissions Calendar which contains project and initiative items that are on track to go before a board 
or commission in the upcoming quarter. The Office of Strategic Initiatives works with the Executive Team to 
review all documents contained in the Quarterly Reports for accuracy. 
 

Service:  Business Plans 

Under the direction of the City Manager, manage the business plan process. The Business Plan is a document 
developed by every department and office within the City that outlines the services provided and associated 
service level expectations.  The Business Plans will be living documents, with expectations that departments & 
offices will maintain them on a continual basis.  The business plans are published annually on the city’s website 
after review and approval from city management and after any City Council approved budget changes are made.   

The business plans reflect the current organizational structure, services, service levels and expected outcomes.  
The Office of Strategic Initiatives coordinates the business plan process with the Budget Office including 
developing an annual calendar that is approved by city management.  The process is kicked off annually with 
expectations and timelines communicated to the organization.  Aside from detailing services, service level 
commitments and expected outcomes, the departments also work through a SWOT analysis and develop key 
issues.  The components of the plan include a department overview, department previous year accomplishments, 
organization and structure, program summary, program services and service levels, program service level 
commitments.   

SWOT Analysis: The business planning process begins with the Strengths, Weaknesses, Opportunities, and Threats 
(SWOT) process, which helps to identify departmental priorities and may be used by Office of Strategic Initiatives 
in the future to identify strategic projects, Key Issues, and departmental priorities. The SWOT should also help to 
identify Key Issues. Key Issues and budgets requests are developed to help each department and the City plan for 
the future. The timeframe for completing and submitting SWOT and Key Issues/budget requests are concurrent. 
Finally, business plans should tie together these previous components and should clearly define the departmental 
responsibilities, services, and activities. The process is facilitated by a Management Assistant I and a Budget 
Analyst.  This coordinated effort keeps both the Office of Strategic Initiatives informed of potential key issues and 
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the Budget Office informed of potential budget requests.  Any priorities identified through the business plan 
process may become potential topics for further discussion at the Mid-Year (Spring) City Council Retreat.   

Defining Key Issues: Another component of the business plan is defining key issues.  Key Issues are areas that 
would significantly impact the department or the overall organization. These issues may or may not have 
associated budgetary impacts, and have the potential to become a departmental priority or strategic project- 
though these are not the requirements for identifying an area as a Key Issue. Key Issues are based on the 
department’s anticipated needs for the upcoming fiscal year that either: (1) enhance existing services, service 
levels, or programs for the department or organization, (2) maintain existing services or service levels, (3) add a 
new program or service, (4) include operation and maintenance funds for completed CIP projects, (5) provide 
technology or other internal or external improvements to the organization, (6) enhance revenue, (7) reduce a 
service or program, (8) address growth and development, or a major initiative, (9) address City Council key 
priorities, (10) address state or federal mandates, etc.  

Program Summary: Each department/office has a number of programs that provide specific services, as outlined 
in the Functional Structure chart. The Program Summary defines the purpose and resources utilized by each 
program.  

Program Service Level Commitments: Service level commitments are synonymous with service level objectives 
and service level expectations.  This component should define success, clarify the service commitment, and 
outline responsibility for the commitment.  This allows the department to have a better understanding of whether 
they are meeting the expectations set for the service provided.  If a commitment is not met, the department will 
need to further evaluate the service.  The Office of Strategic Initiatives is currently working on a performance 
measurement program which will impact the entire organization.  This endeavor will allow departments to make 
better decisions through data collected for the various programs.  

Another key process for the business plan is to ensure that all departments understand the business plan process 
and purpose.  The Office of Strategic Initiatives has the responsibility to keep the organization informed 
throughout the process and to ensure accountability.  This is done through a service level change form.  In an 
effort to keep city management informed of any changes to services or services levels, the department requesting 
a change must complete the form for management review.  No changes to service are made without approval 
from City Management.  Furthermore, depending on the service or service level change, City Council approval 
may be required.  

 

Service:  Development of Performance Measures 

The Office of Strategic Initiatives will manage the implementation of a cross-departmental performance 
measurement system. The goal of the program is to increase accountability, efficiency and effectiveness with 
departments while encouraging open communication of performance for decision making. Although performance 
measures are not new to the organization, OSI is charged with establishing a performance management program 
that aligns the activities, vision, and strategy of the organization. The program will help improve communications 
between departments and management while monitoring the organizations performance against strategic goals. 

The performance measures project is intended to provide a micro-level management focused look into 
department’s activities to understand the interconnectedness of their performance on the organizations vision 
and strategy. The performance measures project will be developed and centered on the balanced scorecard 
approach to performance measures. The approach calls for the strategy and vision of the organization to be 
determined with measurements tied to that missions and strategy. The project will not only allow for the 
measurement and collection of data, but to also understand what activities departments are engaged in, what 
effects those activities, and what initiatives may need to be spawned as a result of performance.  The current 
FY16 strategic project focusing on the city manager’s accountability initiatives is led by the Management Assistant 
II under the Office of Strategic Initiatives.  Phase I of the project identified all the measures and Phase II will begin 
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entering preliminary data for tracking purposes.  The FY17 project includes working with all departments to collect 
one year of data with the next step being target setting identified for FY18. 

 

Service:  Implementation of Goal Measures 

The Development of Goal Measures work began at the Fall City Council Retreat in October 2014 with the 
development of measures of success. An initial list of potential goal measures was sent to the City Council on April 
10, 2015, and City Council selected approximately 5-6 measures from each of the five Mid-Term Priorities. During 
the selection process, the City Council had the opportunity to add measures to the list for review.  The overall top 
list of measures selected by the City Council were once again reviewed and discussed during a City Council 
workshop sessions, and finally City Council formally adopted 30 Goal Measures on September 30, 2015.   

As a high performance organization, the City of Sugar Land continues to seek ways to improve and get better as 
an organization through well-developed tools, processes and programs. Goal measures help drive performance 
improvements and accountability throughout the organization by linking the performance of key operations to 
City Council Mid-Term priorities.   

The purpose of goal measures is to provide City Council with reliable, insightful, and useful information to make 
sound business decisions by independently and objectively assessing the performance of key operations.  The 
information is provided to City Council in a strategic initiatives quarterly report.   Target setting for each goal 
measure was reviewed with the City Council at the Spring 2016 City Council Retreat and again in the Fall 2016 
retreat. The Status section will clearly indicate whether or not the performance for each measure is “On Target.”   

A dashboard is now available to the public at www.sugarlandtx.gov/goalmeasures.  The dashboard is updated 
with the latest information quarterly and annually, based on the reporting frequency.   The dashboard is an 
accountability tool that helps the organization to continuous improve and help the City Council and City 
Management make data drive decisions.  

Service:  Organizational Assessments 

The Office of Strategic Initiatives is responsible for conducting organizational (departmental) assessments.  
Currently, every department and office will undergo an assessment over the course of the next several years.  The 
departments/offices are selected based on the current priority, department director or city management request.  
The purpose of an organizational assessment is to provide city management with reliable, insightful, and useful 
information and recommendations to make sound business decisions by independently and objectively assessing 
the performance of the department’s operations and programs. Departments and offices are comprised of 
numerous programs, objectives, and goals, all of which contribute to a mission. Organization assessments are 
conducted to determine how effectively a department or office achieves their mission and, in turn, how they are 
contributing to the City’s mission. 

The assessments are conducted by the Strategic Initiatives Director, Strategic Initiatives Manager and a 
Management Assistant II.  However, some reviews may be fully or partially outsourced, due to the technical 
components or subject matter of the study.  The process involves conducting interviews and job observations 
with every member of the department/office; identifying and interviewing stakeholders; research-including 
benchmark data.  Depending on the department/office and the subject matter expertise required, OSI may 
contract a part or all of the assessment.  The expected outcome of this process is a report and an action plan 
highlighting any recommendations.  These are reviewed with the Department Director and City Management.  
The organizational assessments will result in a list of findings to be leveraged for organizational improvement. 
Those recommendations may transition into strategic projects or departmental priorities, depending on direction 
from City Management.   
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Service:  Special Projects 

The Office of Strategic Initiatives provides assistance for special projects and assignments.  These projects vary 
depending on the current priorities of the organization.  The Management Assistants are assigned to the projects 
which help them grow within the organization and gain experience working with an array of assignments and 
various levels of staff within the organization.  The projects range from specific research and benchmark 
assistance to data analysis and reporting.  The Management Assistance also assist the Environmental and 
Neighborhood Services department with the Mayor’s Youth Advisory Council (MYAC) which is an annual program 
for local high school students.  Other such programs include the Fort Bend Independent School District’s (FBISD) 
Leadership 101 forum which is once a year.  The school district visits the city in April with a group of leadership 
students and the Management Assistants provide them with the opportunity to learn about careers with the city 
and meet the Mayor. Special project assistance is also provided to the City Manager and Assistant City Manager’s 
Offices as requested.   
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Strategic Initiatives Program Service Level Commitments 

Service  Service Level Commitments 

Management Assistant Program Recruit top talent for the organization by developing future municipal 

managers to public service   

Strategic Planning City Council adoption of the annual work plan 

Business Plans Assist departments in developing service commitments 

City Council Goal Measures  Provide resources to the organization in completion of City priorities 

 

Performance Measures Provide resources to the organization in completion of City priorities 

 

Organizational Assessments A report with recommendations to make sound business decisions by 

independently and objectively assessing the performance of the 

departmentôs operations and programs. 

Special Projects 
Assist departments with assignments as requested 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 

 


