STRATEGIC PLAN FY 2020 UPDATE
Community Health & Safety: Promote a Clean and Safe Community
STRATEGIC OUTCOMES

OBJECTIVES

a.
Ensure that Boroughoperated
water
and
wastewater
treatment
systems meet or exceed
ADEC permit standards

Adhere to Quality Assurance
Program

Public Works

TARGET
COMPLETION
DATE
Ongoing

Include necessary system
upgrades in CIP

Public Works

2018

Bring failed systems into
compliance within 6 months

Public Works

Ongoing

Investigate
complaints
within 2 business days of the
report
Ensure
the
Borough’s
contractor is current with its
sludge pumping program

Public Works

Ongoing

Public Works

Ongoing

b.
Reduce
onsite
wastewater
treatment
system failures and the
polluting of neighboring
properties or rights-of-way

RESPONSIBLE
PARTY

STATUS
There were four violations reported in 2019;
one at the Forest Park Waste Water
Treatment Plant and three at the Mountain
Point plant. The Forest Park plant was taken
off line and eliminated in July.
The South Tongass sewer expansion project
was completed in 2019. A sludge press was
replaced and SCADA upgrades were also
completed. Pending loan approval, the Forest
Park Drive sewer main is planned to be
replaced.
In FY 2019, there were 300 pumps, 58
deficiencies, 52 deficiency letters sent, and 16
correction responses. The correction rate was
30 percent – up from 16 percent in FY 2018.
Two septic system violation cases were
opened with one resolved within six months.
The remaining open case is progressing
through design and permitting.
In FY 2020 (year to date), there were 130
pumps, 11 identified deficiencies, and 1
correction response. Three septic system
violations were opened within the last six
months and remain open.
Septic system violation cases were
investigated within two days 50 percent of the
time.
In FY 2020, 122 non-pump letters were
distributed to customers that have a history of

pumping failure. Additional late pump letters
will be distributed quarterly.
c. Improve public access to
information about septic
systems

Educate the public on
proper OWTS maintenance
through new initiatives

Public Works

FY 2019

All systems moved to using NetDMR, requiring
system owners (private and public) to sign off
on sample results. This requires owners to
become more responsible for their individual
systems.
All non-compliance reporting is signed off by
the system owner, including identification of
corrective actions.
Public Works also sent out mailings notifying
delinquent property owners of their
responsibility to pump their systems.

Provide public information
on Borough website and
social media twice annually
d. Ensure sampled outfalls
meet
ADEC
permit
requirements

Public Works

FY 2018

Borough website was updated to more clearly
point towards OWTS information.
All systems moved to using NetDMR, requiring
system owners (private and public) to sign off
on sample results. This requires owners to
become more responsible for their individual
systems. All non-compliance reporting is
signed off by the system owner, including
identification of corrective actions.

Maintain proper testing of
outfalls
permitted
by
Borough

Public Works

Ongoing

Notify responsible parties
when outfalls fail to meet
standards

Public Works

Ongoing

Educate homeowners on
proper disposal methods

Public Works

Ongoing

Compliance rates were as follows:
Borough WWTP:
CY 2017: 66.67 percent
CY 2018: 86.36 percent
CY 2019: 96.03 percent (YTD)
Common Collectors:
CY 2017: 3.85 percent
CY 2018: 57.35 percent
CY 2019: 61.8 percent (YTD)

Overall Compliance:
CY 2017: 23.68 percent
CY 2018: 57.35 percent
CY 2019: 75.47 percent (YTD)
e. Ensure all Borough
playgrounds meet national
playground standards

f. Maintain or enhance all
Borough-owned buildings
and facilities, including the
airport,
to
meet
programmatic needs and
applicable building code
requirements

Create maintenance
checklist for playgrounds

Public Works

March 2018

Survey each playground
twice a year and program
necessary upgrades in the
Borough’s 5-year CIP

Public Works

Ongoing

Single inspection of all playgrounds completed.
Several minor deficiencies were corrected
within days.

Identify maintenance needs
and required code updates
through an annual survey of
Borough facilities, including
airport

Public Works

Ongoing

Survey completed in FY 2019. A system wide
annual survey was not completed in FY 2020.
Deficiencies tracked through work orders
initiated. Deficiencies identified were:

Develop 5-year Capital
Improvement Plan, to be
updated annually, that
addresses
maintenance
needs
Program
routine
maintenance tasks for all
Borough facilities utilizing
maintenance
tracking
software program

Maintenance checklist created.

FY 2017: 377
FY 2018: 143
FY 2019: 80
FY 2020 (YTD): 26

Finance

Public Works, Airport
and Parks and
Recreation

FY 2018

FY 2020

Note: the net reduction in issued work orders in
part reflect internal changes improving
tracking.
CIP developed and presented at the 2019
Policy Session. An update to the CIP is
scheduled to be presented to the Assembly at
the 2020 Policy Session.
North Tongass Volunteer Fire Department,
Parks and Recreation, Public Works, the water
and wastewater utility, and the Airport are
now utilizing tracking software for routine
maintenance tasks.

g.
Ensure all Boroughowned
buildings
and
facilities, including the
airport,
meet
ADA
standards

Survey Borough facilities to
determine ADA compliance

Public Works

FY 2018

Update Borough ADA plan

Public Works

FY 2019

Include proposed ADA
upgrades in 5-year CIP

Manager

FY 2018

h.
Ensure timely and
effective fire and EMS
responses by the North and
South Tongass Volunteer
Fire Departments

Complete staffing analysis to
evaluate paid and volunteer
staffing levels necessary to
keep up with increasing call
volume

NTVFD, STVFD

FY 2018

i. Provide quality EMS care
by the North and South
Tongass Volunteer Fire
Departments

Increase
number
of
advanced
life
support
training hours

NTVFD, STVFD

FY 2022

ADA survey and ADA upgrades to Assembly
Chambers completed in FY 2018. ADA updates
to the Borough website are currently being
implemented. The Field Study has identified
additional accessibility improvements staff
intends to include in future capital plans.
ADA Plan on track to be updated in FY 2020
ADA upgrades to website included in the 2019
capital plan. Accessibility improvements
identified in the Field Study to be programmed
in future capital plans.
NTVFD and STVFD completed staffing analysis
in 2018. Following completion of the staffing
analysis, STVFD increased staffing levels to
three paid positions and is developing a
volunteer recruitment plan.
NTVFD reviewed and updated the 2018
Staffing
Analysis
in
2019.
Notable
improvements for NTVFD included an increase
in average years of service from 3.1 years to
4.3 years, meeting the national average as
reported by the National Volunteer Fire
Service Council (NVFC). An increase in ALS
trained personal responding to alarms from
2.1 to 3.1 meeting NFPA 1710 standards. The
report also identified a potential increase in
EMS call volume due to a planned cruise ship
dock in Ward Cove, and proposed changes in
EMS scope of practice that may require
paramedic training be conducted in
2020/2021.
NTVFD: In 2019, the department conducted
158 hours of ALS training, representing a 73%
increase in ALS training hours.
STVFD: ALS training hours have remained fairly
consistent between 2017-2019. Hours for 2017

Increase
the
average
number of training and
response hours by members

Increase the number of
experienced responders

NTVFD, STVFD

NTVFD, STVFD

FY 2020

FY 2023

were 158 (2017 included a 46-hour EMT 3
class); in 2018 there were 118 hours of ALS
training; and in 2019 there were 128 hours.
NTVFD:
In 2019, department members
attended 2,766 hours of training representing
a 9 percent increase over 2018.
STVFD: In department members attended
2,491 hours of training compared to 2,585
hours of training in 2018 and 2,402 hours in
2017. The STVFD averaged 11 members per
response in 2019 and 2018 and 9 members in
2017.
NTVFD:
In 2018, the department responded with:
3 – ETT
9 – EMT I
4 – EMT II
3 – EMT III
1 – Paramedic
In 2019, the department responded with:
6 – ETT
8 – EMT I
4 – EMT II
6 – EMT III
In 2019 the department responded with 11
members with more than 4 years of service.
The average years of service increased from
3.1 in 2018 to 4.3 in 2019.
STVFD:
In 2017, the department responded with:
2 – ETT
8 – EMT I
5 – EMT II
4 – EMT III

2 Paramedics
In 2018, the department responded with:
4 – ETT
8 – EMT I
2 – EMT II
6 – EMT III
2 – Paramedic
In 2019, the department responded with:
2 – ETT
10 – EMT I
5 – EMT II
5 – EMT III
3 – Paramedic
STVFD has 20 active members with more than
three years of experience.
j. Provide a safe working
environment for Borough
employees

Develop
and
execute
departmental worker safety
programs with scheduled
training for field staff

Public Works, Manager
and Airport

FY 2019

Alaska Public Entity Insurance provided onsite
safety walkthroughs at Borough facilities in
2019 with follow up reports on safety
improvements.
APEI also provided the following training in
2019:
• OSHA for Supervisors: 22 attendees
• Confined Space Entry: 7 attendees
• Bloodborne Pathogens: 19 attendees
• Safety Leadership: 25 attendees

Develop worker recognition
program for no injuries by
field staff
Audit
and
update
departmental
Borough
safety plans annually

Manager

FY 2020

Manager

FY 2019

A Borough Safety Committee is slated to be
established in 2020.
A worker safety recognition program will be
considered by the Borough Safety Committee,
once established.
Audit structure to be considered by Borough
Safety Committee.

k. Maintain service area
roads to established service
area standards

Service areas with road
powers
to
establish
applicable road standards
on an annual basis as part of
the budget process

l. Reduce the number of
animal bites in the Borough

Respond to animal bite
reports within 4 hours of
receiving a complaint

Public Works

Animal Protection

FY 2018

FY 2018

Road standards and improvement priorities
discussed annually during budget process.
Service area road improvements completed in
CY 2019 included:
• Forest Park back slope restabilization,
paving in conjunction with the South
Tongass Wastewater Main project
and patching on Fireweed Lane
• Homestead Pavement Patching
• Mud Bight (Rhea Road/Snow Goose
Lane) grading and compaction; also,
(2) private road extensions currently
are underway
In 2019, the department responded to 41 bite
reports. Three dogs were classified as
potentially dangerous, three were classified as
dangerous.
All bites were responded to within 4 hours of
receiving the report, meeting the service
benchmark. Timely response was 100 percent.
Staff also educated the public about safety
around animals to help in the reduction of dog
bites. This was accomplished through 16
humane education events in 2019, officer
contact with citizens and social media
postings.

Educate the public about the
leash law

Animal Protection

FY 2019

The updated Strategic Plan changes the target
timeline to “ongoing.”
Staff educated the public about the leash law
regulation at point of contact with citizens in
the field, at shelter animal adoptions, through
16 humane education and adoption events, in
the publication of a monthly newsletter and
social media.

The updated Strategic Plan changes the target
timeline to “ongoing.”

m. Reduce solid waste and
junk vehicle code violations
identified
by
citizen
complaints or Borough staff

n.
Ensure
proper
emergency preparedness

Enforcement of Borough
leash law

Animal Protection

Ongoing

Respond
to
citizen
complaints within one work
week

Code Enforcement

Ongoing

Organize
community
cleanup activities

Code Enforcement

Each April

2,780 pounds of waste was removed during
the annual spring cleanup event.

Initiate a minimum of three
public
information
campaigns related to solid
waste violations or junk
vehicles

Code Enforcement

Ongoing

The Code Enforcement Officer conducted
radio interviews with City staff promoting
clean-up week, and also worked with the City
of Saxman on the Junk Vehicle removal
program, resulting in 13 vehicles being
removed from Saxman.
Local Emergency Planning Committee is
working on an Emergency Operations Plan
update. A majority of annexes in the plan are
updated. A draft plan is projected to be
presented to the Assembly for approval in CY
2020.

Complete update of Greater
Ketchikan Area Emergency
Operations Plan

Manager

FY 2019

Staff issued 30 leash law citations in 2019. If
staff is unable to speak directly to the animal
owner in these scenarios, a door hanger is
posted at the address of the owner. If a
citation is required to gain code compliance,
staff informs the owner prior to the issuing of
the citation. In the case of animals not being
licensed or current on rabies vaccine, staff
routinely gives the animal owner a 10-day
grace period to gain compliance with the code.
If a citation is issued to an owner, and they
comply with the code prior to the court date,
the citation may be dismissed.
Solid waste dumping and junk vehicle
violations were responded to immediately
over 95 percent of the time in 2019. Currently,
100 percent of junk vehicle and solid waste
violations have been closed within 7 months
from point of complaint.

Ensure Borough staff is
properly trained to respond
to emergencies

Manager

FY 2020

All but one Borough executive level employees
have FEMA certifications in 100, 200, 700 and
800. An additional 17 employees have been
identified to receive FEMA training; 13 of the
17 are trained in 100, 200, 700 and 800 and the
remainder are in the process of completing the
four courses. A total of 9 Borough employees
have taken the more advanced FEMA 300
course. Three have taken the advanced 400
course. Seven employees have additional
FEMA certifications for a combined total of 41
additional course certifications.
An Airport table top drill was conducted on
October 30, 2019.
ALICE active shooter training held at White Cliff
in December 2019.
Three members of the Borough’s two fire
departments participated in the Rural
Resilience Workshop and table top exercise in
Craig in September 2019.

Ongoing maintenance and
implementation of the
Borough’s
vital
record
program, including disaster
prevention and recovery
phases

Clerk

FY 2022

The maritime mass rescue operations plan was
reviewed and updated in April.
The following was accomplished in 2019 in
furtherance of the vital records program:
• 68 boxes of inactive transferred to the
offsite storage facility
• 94 Official Borough Documents filed in
Clerk’s Office and converted electronically
• 10,525 images/pages of vital records
microfilmed
• Department records inventories verified
The IT Department has several plans in place to
address emergency server backup processes

dependent on the situation (ransomware,
natural disaster, hardware failure).
The target date for this item has been changed
to “ongoing” in the updated Strategic Plan.

STRATEGIC PLAN FY 2020 UPDATE
Vibrant Economy: Maintain and Grow a Diverse Economy
STRATEGIC OUTCOMES

OBJECTIVES

a. Examine adequate housing
opportunity for all socioeconomic
classes

Conduct housing assessment
and develop Borough-wide
housing strategy based on the
assessment

Planning

TARGET
COMPLETION
DATE
FY 2020

Complete housing gap analysis

Planning

FY 2022

Review development barriers

Planning

FY 2019

Support efforts to maintain
SBDC presence in the Borough

Manager

Ongoing

Create instructional videos to
educate businesses on how to
more easily navigate Borough
services and requirements
Reduce barriers to growth

Manager

FY 2020

Manager

FY 2019

b. Facilitate new business
development and existing
business growth

RESPONSIBLE
PARTY

STATUS
A Borough housing assessment is completed. This included a
housing gap analysis. The development of a Borough-wide
housing strategy is on track to be completed by 2022.
Development barriers and cost of construction were
identified in the CHAP.
The SBDC did not operate in Ketchikan in 2018 and 2019
despite available office space in White Cliff for that purpose.
In September of 2018, SBDC presented a plan to partner with
Blue Pipeline to provide services in Ketchikan. In January of
2019, the Assembly considered an ordinance appropriating
funding for Blue Pipeline rent in White Cliff. Blue Pipeline has
not begun operating out of White Cliff.
Planning, Finance, and Assessment are slated to complete
instructional videos on utilizing services and/or filling out
Borough applications and forms.
The Borough successfully lobbied to change Federal
contracting rules applying to the Ketchikan Shipyard. In
October, the Borough Assembly adopted Resolution 2785
supporting a State-specific Roadless Rule for the Tongass
National Forest. The Borough issued an RFP for a Housing
Assessment.

c. Increase private property
ownership & support
entrepreneurial efforts to utilize
Borough-owned land

d. Facilitate development of a
highly skilled workforce

e.
Develop sustainable and
effective contracted services
program

f.
Promote
economic
development through proper
distribution of CPV funds

Update and provide new
business packets
Complete
inventory
of
Borough lands
In consultation with Borough
realtor and staff, develop plan
to rezone and sell Boroughowned land
Provide
assistance
for
continued operation of the
UAS Testing Facility

Finance

FY 2018

Packets updated in April 2018.

Planning

FY 2020

An inventory has been completed.

Planning

FY 2025

The CHAP’s goals and housing objectives will drive the
Borough’s land strategy.

Manager

Ongoing

$60,000 was appropriated for the UAS Testing Center in FY
2020 Borough Budget.
In CY 2019, the UAS Testing Center administered 828 exams:
• 97 Placement Tests
• 272 Academic Tests
• 238 Professional Tests

Develop a plan for improved
funding process and Assembly
adoption of policy identifying
and describing services to be
provided.

Manager

FY 2018

Develop a standardized CPV
grant application process and
review criteria

Planning

FY 2019

Annual review of CPV
allocations
to
ensure
compliance with State law.

Planning

Ongoing

On August 20, 2018, the Borough Assembly formalized a new
community grant process through formation of a new
Borough Grant Committee.
The grant committee reviewed and recommended 19 grants
and recommended 18 grants totaling $334,509 in FY 2020.

Recent CPV court proceedings have delayed the development
of a standardized CPV grant application process. An
application process will be developed over the next year. The
target date for this item has been changed to FY 2021.
Staff will review the proposed CPV funding strategy to ensure
conformity with existing case law and with the guidance
provided in the terms of the settlement reached in the
litigation between CLIAA and the City and Borough of Juneau.

g. Predictable and stable tax
burdens

h. Encourage buy local activities

Develop five-year fiscal plan
that provides stable Borough,
Service Area, and School
District funding with a
sustainable
tax
revenue
stream reflecting anticipated
future State and Federal
reductions, including Secure
Rural Schools funding; to be
presented at the annual
Assembly Policy Session.
Continue to support annual
Sales Tax Holiday

Finance

Finance

FY 2019

Ongoing, to be presented each year as part of the Annual
Policy Session.

Ongoing

On August 19, the Assembly adopted Resolution 2814,
declaring a sales tax holiday on October 12, 2019.
The following are the most recent figures for sales tax holiday
exemptions claimed:
2018: $1,049,755
2017: $1,072,573
2016: $1,290,296
The total exemptions claimed in 2019 weren’t available at the
time of this report due to the timing of sales tax filings.

i. Plan for continued cruise ship
industry growth

Create a community tourism
strategy utilizing stakeholder
engagement
and
public
workshops

Planning

FY 2020

Collection of Remote Sales Tax will affect the Sales Tax
Holiday. The Holiday must either be eliminated, or extended
to include remote merchants.
Staff has conducted initial contact with elected officials to
determine the scale and scope of the Tourism Strategy. It is
anticipated that an RFP will be released in the fourth quarter
of FY 2020 and the majority of the project will be completed
by the end of FY 2021. The target date has been changed in
the updated Strategic Plan to FY 2021.

Develop neighborhood plans
for areas heavily impacted by
tourism industry
Establish new program to
address tour industry growth
in Herring Cove

Planning

Ongoing

The Clam Cove Neighborhood Plan is slated to be presented
to the Assembly for adoption in FY 2020.

Manager

FY 2019

Herring Cove enforcement and neighborhood plan proposal
presented at 2019 Assembly Policy Session. Subsequent
changes to the enforcement strategy implemented for the
2019 tourism season per Assembly direction. The Herring
Cove Neighborhood Plan is slated to be completed in FY 2022
after the Herring Cove Bridge project is completed. The target
date for this item has been changed to FY 2022.
The number of Manager’s Office individual complaints
related to Herring Cove declined precipitously in 2019.

STRATEGIC PLAN FY 2020 UPDATE
Transportation: Deliver a Seamless Transportation Network for Resident and Non-Resident Air Travelers and Transit Patrons

STRATEGIC OUTCOMES

OBJECTIVES

RESPONSIBLE

a.
Offer efficient, costeffective bus transportation
to the general public

Improve system performance
through fare adjustments,
technological upgrades, and
route modifications

Transit

TARGET
COMPLETION
DATE
FY 2019

Develop
strategy

shuttle

Airport

FY 2019

Evaluate
coordination
opportunities to reduce costs

Transit

FY 2018

b.
Provide cost-effective
transportation
opportunities for senior
citizens and individuals with
mobility challenges

airport

STATUS
Annual passes and seasonal passes were
added to the selection of pass options in
April of 2019, streamlining on-boarding
for local and seasonal residents.
•
Transit requested quotes for a one-year
pilot project for a CAD/AVL (transit
technology) system and implemented the
project for the 2019 summer season.
•
During the summer of 2019, a third shuttle
was added to the summer Downtown
Shuttle route in order to expand capacity
on days when there were over 13,000
visitors in port.
The target completion date has been changed to
“ongoing” in the updated Strategic Plan.
In lieu of a shuttle, airport management and
Transit are pursuing establishment of a liftequipped van that can pull baggage carts in
2021. The target completion date has been
changed to FY 2021 in the updated Strategic
Plan.
Transit will continue to work with the paratransit
contractor and other human service agencies
(SAIL/Rendezvous) on vehicle sharing, assistance
with preventive maintenance needs and
discounts on bulk fueling. The target completion
•

date has been changed in the updated Strategic
Plan to “Ongoing.”
Utilize advanced paratransit
management
system
software

Transit

FY 2019

Complete
cost
benefit
analysis of areas exceeding
ADA minimum requirements

Transit

FY 2020

Study alternate means for
serving customers in lower
demand areas

Transit

FY 2020

Implement
conditional
eligibility
determination
program for paratransit
customers

Transit

FY 2018

Transit will apply for capital funds for paratransit
dispatch software during the FY 2021 grant cycle
pursuant to the Borough’s FY 2019 Capital Plan.
The target completion date has been changed to
FY 2020 in the updated Strategic Plan.
Considerations for this objective are being
analyzed within the scope for the Paratransit
Contractor RFP (under development with Alaska
DOT’s eventual assistance).
Transit intends to specify that Automated
Passenger Counters be installed in the buses as
part of the transit technology project. With this
data, Transit will be able to analyze demand
levels according to time of day and bus stop
location. The target completion date has been
changed to FY 2021 in the updated Strategic
Plan.
•
The conditional eligibility determination
program was introduced in May of 2018.
Paratransit dispatch software will be
essential to the function and success of
the program.
•
The paratransit eligibility application was
streamlined in September of 2018 to be
less burdensome on applicants and
medical professionals.
The target completion date has been changed in
the updated Strategic Plan to “Ongoing.”

Complete
strategy
to
transition
senior
van
customers to paratransit

Transit

FY 2020

Transit is working with Alaska DOT’s Transit
Office on the paratransit RFP.

Transit

Ongoing

Transit has made passes available for social
service agencies for travel training purposes.
Transit staff has completed several transit
training trips with local residents.

Transit
revenue

Improve travel and training
program for new customers
to
transition
customers
conditionally eligible for
paratransit
Maximize non-General Fund
grant sources

Transit

Ongoing

Transit

FY 2019

d.
Improve branding of
Transit system

Develop advertising sales
program
Paint new buses with art
reflective of the community

Transit

FY 2020

Develop a brand strategy for
Transit, including Paratransit
and Senior Services

Transit

FY 2020

Transit continues to apply for FTA/DOT
operating, administrative and capital funding
opportunities. The Assembly recently accepted
additional FY 2020 FTA 5311 funds which will
help offset General Fund exposure for projects
identified in the Transit Strategic Plan work
session.
Transit intends to establish an advertising sales
program in FY 2020.
Transit worked with a local artist and established
a base graphic that was applied to the recently
delivered full size and paratransit buses. Instead
of receiving white buses and painting them later,
the intent was to install a graphic that makes
them identifiable, but also could be easily added
to or expanded upon in the future with art
and/or graphics. The target completion date has
been changed to “ongoing” in the updated
Strategic Plan.
Transit applied for capital funds for branding and
marketing of the system during the FY 2021
grant cycle pursuant to the Borough’s FY 2019
Capital Plan. The target completion date has
been changed to FY 2021 in the updated
Strategic Plan.

c.
Diversify
Department
opportunities

e. Ensure adequate airport
parking capacity

f. Provide consistent and
timely airport ferry access
to
the
Ketchikan
International Airport

Expand Revillagigedo parking
lot

Airport

FY 2021

Study parking fee increases to
manage capacity

Airport

FY 2018

Refine communication plan to
better notify the public when
parking lot is at capacity

Airport

FY 2018

Complete
ferry
capital
improvements, including new
ferry ramps, and increased
airport ferry capacity

Airport

FY 2020

The parking lot has been at or near full capacity
six days since the parking fees were doubled on
July 1, 2019. The parking lot was at or near full
capacity approximately 51 days in 2018.
The Revillagigedo parking lot is slated to be
expanded to include 135 additional parking
spots in 2021.
Due to capacity issues, the Borough increased
parking fees from $1 every 24 hours to $2 in the
Revillagigedo parking lot and from $2 to $4 on
Gravina.
The
Borough
Airport
improved
its
communication
through
the
expanded
promotion and use of Nixle. This supplements
radio announcements, signage and direct
communication with passengers by deckhands.
Planning is underway for construction of new
ferry ramps with improved loading lanes with
ticketing stations in many locations.
Construction is slated to begin 2020 with
completion scheduled for 2021. Airport
administration is working with the U.S. Coast
Guard to increase passenger capacity on airport
ferries by closing the small lane to vessel parking.
The target completion date has been changed to
FY 2021 in the updated Strategic Plan.

g. Offer adequate waiting
facilities for the travelling
public

Expand and improve bus stop
locations, amenities and
signage

Transit

2019

•

Transit provides comments to DOT
regarding upcoming road projects and the
opportunity for improved bus stops and
crosswalk locations.
Transit staff
continues to work on improving signage
and connecting transit customers with
amenities such as Google Transit, through

h. Meet seasonal public
transit needs

Construct
new
airport
passenger waiting facility at
Revillagigedo airport parking
lot

Transit

2019

Improve
passenger
circulation
throughout
demand locations during
visitor season through capital
upgrades
and
route
modifications

Transit

FY 2020

Transit

FY 2020

Address bus driver shortage
during peak season (FY 2019)

i. Provide adequate airport
terminal
facilities
to
accommodate the travelling
public and airlines

Manager/Transit
HR Tracks

FY 2019

Complete terminal expansion
needs assessment (FY 2018)

Airport

2021

Develop plan for expanded
capacity (FY 2018)

Airport

2021

the DoubleMap app and social media
posts.
•
Transit staff continues to work on
improving signage and connecting transit
customers with amenities such as Google
Transit and subscriptions to Nixle for alert
information.
Transit worked with the Airport and DOT to build
in bus stops on both sides of Tongass Highway in
order to serve the Airport. The target completion
date has been changed to FY 2020 in the updated
Strategic Plan.
Transit expanded capacity on the fixed route and
Downtown Shuttle routes through the regular
use of 35-foot buses between.
The target
completion date has been changed to “ongoing”
in the updated Strategic Plan.
During the 2019 visitor season, a third shuttle
will be added on days where passenger counts
exceed 13,000 people, expanding shuttle
capacity.
Per direction at the Transit Strategic Plan work
session, three temporary bus drivers were
converted to permanent part-time status.
Transit implemented a successful Seasonal
Attendance Incentive Program for the 2019
season. Transit is also coordinating with UAS
Ketchikan to develop a CDL driving program.
PFC Application number 2 has been approved by
the FAA. The contract for a Terminal Needs
Assessment was awarded in May 2019. The
contract duration is one year.
The Terminal Needs Assessment discussed
above is a key element of the expansion plan and
will be used to size a revenue bond for

renovation and construction costs. Revenue
bond may be ready for issuance FY 2020.

STRATEGIC PLAN FY 2020 UPDATE
Quality of Life: Provide programming and services that support a high quality of life, including but not limited to culture, recreation and education
STRATEGIC OUTCOMES

OBJECTIVES

a. Maintain safe and clean
Borough trails and beach
facilities

Develop
maintenance
standards for each Borough
trail and beach facility

Public Works

TARGET
COMPLETION
DATE
FY 2019

Identify and include upgrades
to in Borough CIP

Public Works

FY 2019

b. Maintain and enhance
recreation and park
facilities

Include recreation and park
facility upgrades in Borough
CIP
Incorporate aquatic center
and
recreation
center
maintenance plan in electronic
maintenance
management
program

RESPONSIBLE
PARTY

Public Works &
Parks and
Recreation
Parks and
Recreation

STATUS
Borough Public Works Department is on track to
develop maintenance standards for each Borough trail
and beach facility. Other action steps include:
•

Resolution 2774, adopted in August,
designated South Point Higgins Beach as a park.
Parking and restrooms are included in the draft
CIP.

•

Rotary Beach shore side improvement designs
underway in collaboration with First City
Rotary.

•

Wayfaring signs for Rainbird Trail installed in
August of 2019.

FY 2018

Field Master Plan to be presented at the 2020 Borough
Assembly Policy Session.

FY 2020

Gateway Aquatic Center and Gateway Recreation
Center maintenance plan incorporated into electronic
maintenance management program.

c. Offer a wide array of
quality recreational
programs to different
demographic groups

d. Provide recognized
Learn to Swim Program
for all ages

Complete annual evaluation of
recreational
program
participation

Parks and
Recreation

FY 2018

Conduct Customer survey

Parks and
Recreation

FY 2019

Employ appropriate number
of well-trained instructors to
ensure full schedule of swim
lessons

Parks and
Recreation

Ongoing

Partner with School District to
provide swim lessons to school
children

Parks and
Recreation

Ongoing

e. Offer diverse and quality
recreational
opportunities
for
individuals of varying
abilities

Conduct customer survey to
determine equipment and
facility wants and needs

Parks and
Recreation

FY 2018

f. Support access to library
services

Provide predictable level of
library funding to the City of

Manager

Ongoing

The department began conducting customer surveys in
2018 for swim classes and programs offered by the
department. A larger customer electronic survey was
sent to more than 3,000 customers in December 2018.
Management is utilizing the results to tailor
programming and services to meet the needs of
customers.
The department will conduct surveys regularly,
whether per session or to acquire feedback for
programming purposes on a needed basis.
Management is utilizing the results to tailor
programming and services to meet the needs of
customers. The Strategic Plan has been updated to
change the target date from FY 2019 to “ongoing.”
With additional hiring, the department was able to
maintain swim lessons with smaller class sizes. A total
of 18 lifeguards/swim instructors were hired in 2019;
13 were terminated; HR expanded advertising efforts
to attract more candidates through announcements at
area high schools, social media announcements and
additional newspaper advertising.
2019/2020 KGBSD lessons have continued as
scheduled. A total of 374 students in grades Pre K
through 6th grades have been trained to swim so far this
year. All but Point Higgins have participated for the first
half of the school year.
More than 3,000 customers surveyed in December
2018. Management is utilizing the results to tailor
programming, equipment and services to meet the
needs of customers.
In FY 2020, the Assembly appropriated $464,839 for
library services, a 6.6 percent increase over FY 2019.
Library funding in FY 2019 and FY 2018 was $436,161

Ketchikan for operation of
library
g. Maintain Borough
planning and zoning
standards

Investigate planning and
zoning violation reports within
one week

Planning

FY 2018

and $415,612 respectively. The agreement with the
City of Ketchikan is now structured so that it is
automatically approved based on the Assembly’s
adopted budget.
Except for the most recent cases, 100 percent of
complaints to Planning have been investigated and
closed or transferred to Code Enforcement for
enforcement actions within two months.

STRATEGIC PLAN FY 2020 UPDATE
Organizational Excellence: Provide a High Quality, Responsive, Transparent and Innovative Service in an Efficient and Cost-Effective Manner
STRATEGIC OUTCOMES

OBJECTIVES

a. Effective and convenient
communication with
citizens

Annual
review
of
departmental and Boroughwide communication methods
to ensure communication is
meaningful, cost efficient and
being provided in a way
citizens choose to receive
information

RESPONSIBLE
PARTY

TARGET
COMPLETION DATE

Manager

February

STATUS
In 2018, departments tracked complaints and
response rates and methods on department
complaint logs. The Manager’s Office also
tracked complaints that escalated to the
Manager’s Office. No significant deficiencies or
trends were identified in that process.
In 2019, departments provided the following
updates via Nixle and social media outlets:
 Nixle: 235 alerts sent out. The number of
Nixle subscribers in the Borough has
increased to nearly 2,500 subscribers in
2019.
 Facebook: 459 posts
 Twitter: 44
 Instagram: 89 Posts
There were 175,986 visits to the Borough website
in 2019 with 565,744 actions and 342,465 page
views.
A redesign of the Borough website is slated to
launch February 19, 2020.

Provide additional forms and
instructional
videos
on
Borough website to improve
online access to Borough

Finance,
Planning,
Assessment

Ongoing

Assessment posted two instructional videos on
the Assessment portion of the Borough website.
Other instructional videos by Finance, Planning,
Transit and Parks and Recreation are planned.

b. Timely responses
citizen requests

to

Provide initial staff response
to citizen complaints within
one business day

All Departments

FY 2018

Provide acknowledgement of
records and information
requests within one business
day and respond to records
requests
within
legally
mandated timeframes

Clerk

FY 2018

In 2018, each department tracked citizen
complaints through a citizen complaint log,
which identified the response method and
whether the issue had been addressed. Of the
complaints logged, 100 percent were initially
responded to by departments within the one-day
service benchmark. Due to the lack of issues
identified, the complaint log was discontinued in
CY 2019.
The Clerk’s Office received 64 Public Records
Requests in CY 2019. Acknowledgement for all 64
was provided within one business day. With the
exception of two instances that required an
extension of time as allowable by law, the
responses with records and/or information, were
provided within 10 business days, the legal
timeframe. The research time spent on the
responses ranges from minutes to hours,
depending on the request.
The Finance Department received and processed
48 requests for records and information in CY
2019. The majority of the responses were
provided within 48 hours of the request.
The
Assessment
Department
receives
approximately 65 calls and 20 visits per month
regarding public record requests for assessment,
real property, and business/personal property
information.
The response is generally
immediate.
This item has been changed from FY 2018 to
“ongoing” in the updated Strategic Plan.

c. Provide high quality and
effective service

Each department shall set
service
benchmarks and
related benchmarks to be
reported to the Assembly

Manager

FY 2019

Departments developed service benchmarks in
2018, which are regularly reported in the
Manager’s Report.

Provide regular internal
training opportunities for staff

Manager

Ongoing

There were over a dozen training opportunities
available to employees during 2019, including
ICMA webinars, wellness and health insurance
program education, active shooter training, and
full-access digital coaching that includes
customer service skills.
APEI provided the following onsite training in
September:





OSHA for Supervisors
Confined Space Entry
Bloodbourne Pathogens
Safety Leadership

Borough management is intending to include
funding for Borough-wide training in the FY 2021
Draft Budget.
The Borough Attorney will provide supervisory
and ethics training in January 2020.
Provide
professional
development opportunities
through
training
and
establishment of education
reimbursement fund

Manager

FY 2019

$5,000 for Employee Education Fund
appropriated in the FY 2020 and FY 2021 Borough
Budget. The Borough Manager’s Office
developed a policy in 2018 for reimbursement of
education expenses. Since the inception of the
fund, a total of $3,400 worth of employee
education expenses have been reimbursed. The

target date for this item has been changed to
“ongoing” in the updated Strategic Plan.

d. Improve organizational
efficiency

Institute
departmental
benchmarks that measure
accuracy and responsiveness
Provide annual employee
customer service training

Every
Department

FY 2018

Benchmarks established and reported
departments in Manager’s Report.

by

Manager

Ongoing

Develop a service directory for
staff to improve customer
service
Reduce
paperwork
and
increase
technological
workflows

Manager

FY 2019

Customer service training held June 20-21, 2018;
77 employees participated. Customer service
webinars and digital coaching were made
available to employees in FY 2020.
Service
directory
developed
identifying
individual department staff and assigned tasks.

Finance,
Clerk’s Office,
Manager

FY 2019

1) In 2019, the Clerk’s Office implemented
technological workflows for seven processes:
 Purchase orders;
 Travel authorizations and reports;
 Container contents list submissions;
 Automated filing of Assembly minutes,
ordinances and resolutions;
 Borough Document abstract of filing
cover sheet now 100 percent digital;
 Personnel action form (PAF) workflow;
 Incident report workflow.
2) In 2019, 70 percent of all submitted APOC
Financial Disclosure forms were submitted
electronically.
3) The purchase order routing process has been
automated, eliminating part paper forms and
reducing routing and approval time from
several days to a little as a few minutes. Next
step is to integrate LaserFiche purchase

orders with accounting software and
eliminating a data entry process.
4) Sales tax forms can be completed online and
remittance made by credit card online. Email reminders go to merchants with
notification for upcoming reporting
deadlines. By October 2019, over 30 percent
of merchants were using electronic forms.
The target timeframe for this item has been
changed to “ongoing” in the updated Strategic
Plan.
Use technology to improve
efficiency where appropriate
and cost-effective

e. Recruitment
and
retention of qualified
employees

IT
Manager

Ongoing

Conduct compensation study

Manager

FY 2020

Complete annual employee
climate survey to gauge job
satisfaction level

Manager

Ongoing

The following technologies are being used with
continual updates to processes:
 Granicus – meeting video stream and
archive
 AgendaQuick – automated agenda
management software
 Laserfiche – electronic document repository
and workflow management
Assessment and HR are implementing new
technological upgrades that will streamline
services.
Compensation study to be presented at the 2020
Annual Policy Session.
Annual employee climate survey completed in
December 2019.

f. Report on financial
health of Borough

g. Reduce health insurance
costs

h. Review Borough code
for usability and
applicability

Complete monthly employee
newsletter, which will include
recognition of employees

Manager

Ongoing

Nine employee newsletters produced in 2019,
which included employee recognition.

Provide annual ethics and
supervisory training
Complete 10-point test of
government financial health,
evaluating the Borough’s
financial position, solvency
and financial performance
Develop employee wellness
program

Manager

FY 2019

Finance

FY 2018

Borough Attorney providing ethics and
supervisory training January 16, 2020.
10-point test completed; data will be reported by
the Finance Director at the Annual Assembly
Policy Session.

Manager

FY 2018

Promote cost-saving measures
such as BridgeHealth and
Teledoc

Finance

Ongoing

Complete rewrite of Title 18

Planning

FY 2018

Complete rewrite of Title 17

Planning

FY 2019

Adopt code changes identified
in legal review with new legal
review every eight years

Clerk

FY 2019

Wellness Plan established; 98.5 percent
participation with 83 percent achieving points
necessary for premium buy-back in 2020.
Open enrollment and employee education
meetings were held in December 2019 to ensure
employees know about benefits available to
them, including programs such as BridgeHealth,
Livongo and Teledoc.
Title 18 will be presented to the Planning
Commission and Assembly in bite size pieces over
the course of the next year in an effort to allow
comprehension of the material and changes
being made. The target date has been changed to
FY 2021 in the updated Strategic Plan.
The rewrite of Title 17 is now targeted to be
completed in FY 2021. The timeline has been
edited in the updated Strategic Plan.
10 code ordinances were codified in CY 2019. Of
the 18 titles reviewed in the legal analysis, six
titles remain to be addressed and codified. The
Clerk has incorporated a plan to address the six
titles prior to FY 2021, and request a new legal

analysis in FY 2022. The timeline has been
changed to FY 2022 in the updated Strategic Plan.

i. Openness and
transparency in public
meetings and processes

Annual departmental reviews
of code to ensure KGBC is
applicable,
understandable
and relevant

Manager

Each July

Compliance
with
Open
Meetings Act and public
records and information laws

Clerk

Ongoing

Compliance with public notice
requirements for matters
affecting citizens such as
elections, foreclosures, etc.

Clerk

Ongoing

Departmental review resulted in Animal
Protection Code rewrite in FY 2019, which
culminated with Assembly adoption of Ordinance
1874 on December 17, 2018.
10 code ordinances were codified in CY 2019. Of
the 18 titles reviewed in the legal analysis, six
titles remain to be addressed and codified. The
Clerk has incorporated a plan to address the six
titles prior to FY 2022.
The following legal notices were published in CY
2019 as required by Alaska Statutes:
 4 Foreclosure list notifications
 22 ordinance public hearing notices
 1 Disposition of derelict vessels and
abandoned vehicles
The following measures were taken to provided
information to citizens in CY 2019:
 Daily and weekly updates of current events
and information on social media and
Borough website
 98 procurement notices
 14 Planning Commission notices
 4 Delinquent sales tax listings
 3 Notices of taxes due
 5 Board and commission vacancy ads
 13 Election notices
 48 Borough public meeting ads
 29 Assembly agenda ads
 52 Animal Protection ads
 4 seasonal brochures

j. Review and revise
Borough Comprehensive
Plan

Complete Comprehensive Plan
update

Planning

FY 2019

Comprehensive Plan draft expected to be
completed in FY 2020 with Assembly adoption of
final plan expected in FY 2021. The timeline has
been edited in the updated Strategic Plan.

