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FOR THE COUNCIL MEETING OF MAY 19, 2009 

COUNCIL AGENDA REPORT 

May 19, 2009 

TO: 

FROM: 

SUBJECT: 

City Council 

City Manager 
Prepared by: Management Analyst II 

PRESENTATION OF THE "GOING THE EXTRA MILE" (GEM) 
AWARD 

RECOMMENDATION: 

That the City Council present the City's Going the Extra Mile (GEM) Award to the Water 
Resources Division customer service team of Rod Rodriguez, Cynthia Torres, Karl 
Kovarik and Bill Cyr, of the Utilities Department. They will each receive a framed 
certificate signed by the City Manager. 

BACKGROUND: 

Since 2006, the City is recognizing outstanding employees through its GEM Award 
program. Criteria are: Exhibiting effective leadership on specific assignments; 
demonstrating positive service to a customer or co-worker; going "above and beyond" 
the call of duty; showing special initiative, creativity, teamwork, cost containment efforts 
and entrepreneurial spirit in providing a high level of customer service; and consistently 
embracing the City's service standards. 

GEM Award nominations are accepted each quarter (January-March, April-June, July
September, and October-December). An outstanding GEM recipient is selected 
quarterly from a list of nominees. Nominations are submitted to Department Heads for 
review and concurrence and then forwarded to a three-person Selection Committee 
consisting of the Human Resources Manager, the Management Analyst II and a rotating 
Department Head. The Selection Committee then reviews all nominations on a 
quarterly basis. The Committee then selects one recipient for the GEM Award and 
forwards that recommendation to the City Manager for review and approval. 

Recognition will take the form of: 
• A GEM Certificate presented by the City Manager, along with a photo and brief 

narrative posted on bulletin boards at City Hall and at the employee's department; 
• Announcement of achievements in staff meetings; 
• Recognition in the employee newsletter; 
• Recognition by the City Council; 
• A news release; 
• Information about honorees posted on the City's Intranet; and 
• The recipient(s) is/are invited to attend the Annual Employee Service Awards Dinner 

in November. 

1A 



All regular employees are eligible for employee awards, with the exception of the 
following: City Manager, Assistant City Manager, Human Resources Manager, 
Management Analyst, Department Heads, Mayor and City Council Members. 

DISCUSSION: 

This is the twelfth GEM Award to be presented to a City employee. The nomination for 
Rod Rodriguez, Cynthia Torres, Karl Kovarik and Bill Cyr was submitted to me by the 
Selection Committee and I wholeheartedly concur with the recommendation to bestow 
this GEM Award to them. 

The GEM Award Selection Committee wrote: 

"In response to a significantly increased workload created by the recession, the 
dedicated Water Resources Division customer service team provided a much 
higher than normal number of residents with consistent courteous service, 
solutions, and reassurances. Multiple foreclosures and rising unemployment 
generated considerably more customer contacts ranging from turning water 
service back on and/or off, re-reading meters to verify consumption and accuracy 
of bills, discussing water conservation techniques, delinquent noticing, and much 
more. The employees pulled together as a team to provide customers with a 
quality blend of leadership, technical proficiency, and empathy during these 
challenging times. Whether it was a call regarding an inability to pay a bill, to 
check a peculiar noise within a water pipe, assist a resident when an 
unresponsive landlord failed to repair a leak, or another of the myriad of service 
calls needed, the team consistently came up with workable solutions. Each 
member of this group utilized their particular set skill, whether it was daily goal
setting, communication skills, technical ability, or historical context, to tackle this 
unusual increase in calls with efficiency to effectively resolve customers' needs." 

Impact to the Community: 
The program is designed to promote excellence in customer service. Numerous public 
and private organizations encourage such programs. 

Fiscal Considerations: 
The program's expenses are minimal and sufficient funds are available in the City 
Manager's budget to cover expenses associated with this program. 
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