/a PORTLAND PARKS & RECREATION
w Healthy Parks, Healthy Portland

Hillside Park Community Center
Business Plan

Fiscal Year 2009-10



Hillside Park Community Center
Business Plan
Fiscal Year 2009-10

Published July 2009

Project Staff

Pauline Miranda, Corporate Strategy

Craig Vanderbout, Hillside Community Center Recreation Supervisor
Dave Snyder, Recreation Coordinator I

Craig Ward, Recreation Leader

Kim Birch, Preschool Specialist

Review Team

Eileen Argentina, PP&R Services Manager
Terri Davis, Zone Manager

Randy Webster, Corporate Strategy Manager
Jason Smith, Senior Management Analyst

Portland Parks & Recreation
1120 SW 5™ Ave, Suite 1302
Portland, Oregon 97204
(503) 823-PLAY
www.PortlandParks.org

Nick Fish, Commissioner
Zari Santner, Director


http://www.portlandparks.org/

Table of Contents

INEFOAUCTION .ttt n et a e e ae e e ne e 1
EXECUtive SUMMATY ...ooiviiiiiiiiiiiicc e 3

Business Profile

VISION ottt a e s 5
IVISSION. ..ot 5
Origin and HIStOIY ......ccciiiiiiiiiiiiiiiicci e 5
SUSTAINADIIIEY «.eevviiiiciiiccc et 6
Location and HOUTS ..ottt 7
Organizational STrUCTUIE .......cccoiiiiiiiiiiiiiiiiic s 7
Market Analysis
Neighborhood Profile.......coiciiiiiiniiiiiiciicictctece et 9
DemographiCs .......cciiiiiiiiiiiiiic s 9
Advertising and OUtreach ..o 10
Services Analysis
Customer Service Standards .........ccoeeeeeinirieininiecinieectre et 13
Service Cat@ZOTIES ....cuviviiiuiiiiiiiiiiitc e 14
SEIVICE AT ...ttt 14
CUSTOMET SUIVEY ....uiviiiiiiiiiiitiitcic et s st a e n s 14
POrtfolio ANALYSIS ....ccvoveuiriiiiiiiiiiiiicicc et 15
OVEIVIEW Of SEIVICES . vuvvireuiteieiiicieteee ettt ettt et a et se e n et r s nneae 15
Life Cycle ANalYSis.....c.ccoviiuiiiiiiiiiiiiccic e 22
Facility IMProvemMEnts. .....ccucuiiiiiiiiiiiiciiiecteicc et 25
Business ACtION Plan.......ccoocoviiiiiniiiiiecec et 27
Performance MEASUTES .......coueeeueirueriiientetrtetetesteese ettt ettt sa e ne e ene s 29
APPEILAICES ... 33

Appendix A: 2000 Market Analysis
Appendix B: Building Floor Plan






Introduction

The purpose of program-level business planning in Portland Parks & Recreation (PP&R) is to
provide a practical tool so that staff and managers for each program, and throughout the system, can
have a common understanding of:

e The daily work that needs to be accomplished to meet the vision, mission, and goals of the
program and Bureau.

e  What services and activities exist and in what priority.

e  How success of service and activities is measured.

The centerpiece of this 3-year business plan is the annually updated Business Action Plan (BAP),
which shows the relationship of the bureau’s strategic plan to the program’s goals.

The BAP discusses the tactical approach to meeting prioritized goals, including what actions will be
taken, expected results, how results will be measured, and needed resources. It will be used
throughout the year by staff and managers to track progress toward stated goals, and updated
annually to:

e Identify trends and customer needs across the system.
e Reflect on current performance and set goals for future performance.

The annual process will ensure that resource needs are thoughtfully identified; available in the

current budget; or ready for budget submittal, ordinance, and/or other process needed for
implementation.
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Executive Summary

Introduction

This business plan has been prepared to describe and guide programming at Hillside Community
Center (HSCC) over the next three years, with annual updates to the Business Action Plan.

Business Profile

In spring of 1974, the Citizens for Hillside Community & Recreation Center (CHCRC), through
the Oregon Parks Foundation, transferred HSCC and property over to the City of Portland, which
accepted it as a public park and agreed to maintain the property and staff a community center.

Tennis courts, a soccer field, and a children’s play area were constructed to provide outdoor play
spaces. The regulation-size gymnasium was remodeled and remains the focal point of the building
with heavy year-round use. The lower level of the community center includes three classrooms,
primarily used for educational preschool classes, and a kitchen area.

To this day, HSCC enjoys a close relationship with the neighborhood that founded it and strives to
provide activities for the community’s youth and families. From educational preschool classes to
after school programs, and summer camps to adult sports, HSCC is a thriving part of Portland’s
Northwest community.

Market & Services Analyses

Market and services analyses are conducted to provide a foundation from which goals can be set.
The Market Analysis includes demographic information and evaluation of current advertising and
outreach practices. The Services Analysis includes:

HSCC Portfolio Analysis
e asummary of PP&R customer
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Business Action Plan
The Business Action Plan (BAP) discusses the tactical approach to meeting goals, including what
actions will be taken, expected results, how results will be measured, and needed resources.

Goals represent the focused work that needs to be done to achieve the vision and mission. The
following goals were developed and ranked in order of priority by staff and managers:

1. Reach Out & Engage the Community

2. Raise Funds to Support Facility Improvements

3. Adjust Programming to Improve Service Delivery
4. Enhance Sustainable Management Practices

The BAP will be used throughout the year by staff and managers to track progress toward stated
goals.

Performance
Performance measures provide a means for managers and staff to know if they have been successful
in implementing the business plan.

In FY 2007-08, HSCC was visited nearly 40,000 times. Community members participated in
regular daily programming such as preschool classes, drop in basketball, and after-school activities,
as well as special events like family nights and holiday galas.

Over the last five years, customer satisfaction has improved from 69% to 72%, as Northwest
Portland* residents rated recreation and community center services as “good” to “very good” in the
annual Service Efforts & Accomplishments (SEA) Citizen Surveys conducted by the City of
Portland Auditor’s Office.

*Northwest Portland includes other non-PP&R community centers and recreation services in the
neighborhood, all of which may influence the perceptions reported in the SEA survey.
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Business Profile

Vision

Portland’s parks, public places, natural areas, and recreational opportunities give life and beauty to
our city. These essential assets connect people to place, self, and others. Portland’s residents will
treasure and care for this legacy, building on the past to provide for future generations.

Mission
Portland Parks & Recreation contributes to the city’s vitality by:
e Establishing and safeguarding the parks, natural resources, and urban forest that are the soul
of the city, ensuring that green spaces are accessible to all;
e Developing and maintaining excellent facilities and places for public recreation, building
community through play and relaxation, gathering, and solitude; and
e Providing and coordinating recreation services and programs that contribute to the health
and well being of residents of all ages and abilities.

Origin and History

In the late 1940’s, the noted local architect Pietro Belluschi designed the Catlin Hillside School in
the Northwest Regional style. During the 1960’s, the school merged with the Gable Country Day
School to form the Catlin Gable School and slowly transitioned to a larger campus over a period of
three years. The Portland Art Association purchased the land and buildings in 1968 for use as an
artists’ cooperative. In 1972, finding the property too costly to maintain, the Art Association
decided to sell, and the word spread throughout the community that the most likely buyer was a
condominium developer.

Since many of the homes in the
area are situated on steep lots with
no backyards, residents felt the site
would be better used as a park and
community center. The problem,
of course, was money. A citizen’s
organization, Citizens for Hillside
Community & Recreation Center,
Inc. (CHCRC), was formed for the
purpose of preserving the property
for a public park and community
center. The CHCRC entered into
an agreement with the Oregon
Parks Foundation to help with the
property acquisition and negotiated
with the Art Association for a
one-year Option to purchase the
land and buildings for $106,500.
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In early 1973, the Option was secured with a down payment of money raised by the neighborhood.
After an exhaustive neighborhood fundraising effort generated additional monies, including
contributions from private foundations and City Council, the community was still $25,000 short. To
make up the difference, twelve families, sometimes referred to as the “Irembling Twelve,” took out
second mortgages on their homes to guarantee a loan of $25,000 from the Bank of California that
finalized the purchase of the property. Over the next several years, the community continued to
hold fundraising events to help the families pay off the second mortgages.

In spring of 1974, the CHCRC, through the Oregon Parks Foundation, transferred the property
over to the City of Portland, which accepted it as a public park and agreed to maintain the property
and staff a community center.

To create more open space, (PP&R) razed three of the four buildings on the property, keeping the
gymnasium. Tennis courts, a soccer field, and a children’s play area were constructed to provide
outdoor play spaces, and the gymnasium was remodeled with care taken to preserve the building’s
exterior beauty. The building’s clean straight lines and dome-shaped roof give it a rugged
Northwest feel and a very contemporary look, even today. One customer of the Center was quoted
saying, “This place is wonderful; when the sun is streaming in, it is almost like a cathedral.”

Upstairs, the regulation-size gym remains the focal point of the building and is heavily used
year-round. The lower level of the community center includes three classrooms, primarily used for
educational preschool classes, and a kitchen area.

HSCC was awarded a $75,000 grant in 2002 and a $75,000 grant in 2003 from the Northwest
Neighborhoods Parks and Recreation Fund (I-405 Fund) of The Oregon Community Foundation.
The grants were to be used to design and build a 580 square foot multi-purpose room adjacent to
the main building. However, in October 2003, HSCC experienced a fire that destroyed the kitchen
and caused severe smoke damage throughout the rest of the building. Therefore, construction of the
multi-purpose room was delayed until 2004, to coordinate that project with the repairs and clean-up
needed on the main building.

To this day, HSCC enjoys a close relationship with the neighborhood that founded it and strives to
provide activities for the community’s youth and families. From educational preschool classes to
after school programs, and summer camps to adult sports, HSCC is a thriving part of Portland’s
Northwest community.

Sustainability

In line with the City of Portland’s sustainability efforts, HSCC incorporates a number of
sustainability practices. The following are several examples of the practices and building components
implemented at HSCC:

e HSCC staff periodically reviews facility use patterns and works with building maintenance
staff to increase efficiency of utility usage.

e Electronic copies of reports and communications are used when possible instead of printing.

e Paper is printed/copied on both sides and/or re-used as scratch paper whenever possible.

e Customers are asked if they want a receipt after registration instead of having one
automatically printed for them.

e Staff turns off /leaves lights off when space is not being used.

e Paper and bottle recycling bins are conveniently located near garbage cans throughout the

facility.
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e Recycling is taught in the educational preschool classes and after school program.
e Recycled materials are utilized in classes, when possible, with many of the materials being
provided by participants in the programs.

Location and Hours
HSCC is located at 653 NW Culpepper Terrace, tucked in the hills above Northwest Portland in
the scenic Hillside Neighborhood. Current hours of operation are:

Monday through Thursday =~ 9am — 8:30pm
Friday 9am - 6:30pm
Saturday & Sunday Closed; Birthday Parties and Rental times available

Hours of operation are re-evaluated periodically and may change based on community needs.

Holiday Closures: New Year’s Day, Memorial Day, Independence Day, Labor Day,
Thanksgiving Day, Christmas Day

Organizational Structure
A team of four permanent employees manages Hillside Community Center:
e a ' time Recreation Supervisor (The other half of this position is at Fulton Park
Community Center.)
e a full-time Recreation Coordinator I
e a full-time Recreation Leader — Preschool Specialist
e a % time Recreation Leader — Generalist (The other % of this position is at Fulton Park
Community Center.)

This team provides leadership and plans service delivery for all programs and events at HSCC and
participates in guiding service delivery in PP&R’s West Service Zone.

The Recreation Supervisor is responsible for overall facility and staff management including:

e Recruiting, hiring, training, and evaluating permanent and part-time employees.

e Providing administrative oversight for all programs and activities including educational
preschool programs and customer service.

e Monitoring facility and program budgets.

¢ Scheduling annual maintenance and recommending minor and capital improvement projects
for the facility and surrounding park.

e Managing collaborations and community partnerships, including attending monthly Hillside
Neighborhood Association meetings, and helping coordinate the citywide summer
playground programs.

The Recreation Coordinator is responsible for assessing community recreation needs and interests,
researching current trends, developing programs and events, staffing, marketing, purchasing
supplies, and evaluating classes, activities, and special events for program areas including:

1. Parent/child, preschool, youth and teen programming: sports, dance, music, day camps, arts and
crafts, educational preschools, Junior Leader, Hot Shots - After School program, and

Drop In activities such as open gym, indoor park and art park.
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2. Adult/Senior programs: Lifelong Learning classes, foreign language, music, and Drop In
activities such as basketball and volleyball.

3. Special Events: create, plan, and implement annual events including the Halloween Carnival,
Ice Cream Social, and neighborhood July 4™ picnic & parade.

4. Customer Service: program registration, account trouble shooting, responding and resolving
customer complaints and concerns, bank deposits, and related reconciliation reports.

5. Rentals: Schedule, staff and promote ongoing and single use rentals of the facility for sports,
meetings, birthday parties and classes.

6. Partnerships: Work with community groups including Friendly House, Inc.; Chapman
School; and Hillside Neighborhood Association.

The Recreation Leader — Generalist assists the Supervisor and Coordinator in the day-to-day
operations of HSCC in all areas listed above, in addition to implementing the Nike Play Pass
program, creating the HSCC section of the West Service Zone quarterly program catalog, and
supervising the building during evening hours.

The Recreation Leader — Preschool Specialist position develops curriculum, purchases supplies, and
teaches developmentally appropriate educational preschool classes during the school year and
thematic camps during the summer, winter, and spring breaks. This position also coordinates with
state and local agencies to ensure HSCC meets required guidelines, recruits parent volunteers, and
conducts educational field trips.

Part-time, seasonal employees play an invaluable role in the organizational structure at HSCC.
They provide a high-quality, hands-on customer service experience working at the front desk,
leading classes and camps, assisting in monitoring facility use, and maintaining a safe, welcoming
environment. Schedules and number of hours worked, per staff person, varies greatly depending on
the season and the program they are supporting. Seasonal employees’ hours of service, the annual
equivalent of about six full-time employees, allows permanent staff to use their time planning and
coordinating a larger range of programs and activities for the community.
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Market Analysis

Market and services analyses are conducted to provide a foundation from which goals can be set.
The Market Analysis includes a neighborhood profile; demographic information taken from the
2000 Census, Portland Public Schools, and the CLASS registration system; and staff evaluation of
current advertising and outreach practices.

Neighborhood Profile

Located in the historic West Hills of Portland, Hillside Community Center is tucked away among
the winding roads and ample foliage of Northwest Portland’s Hillside Neighborhood. Perched high
above the Rose City, the established Hillside Neighborhood, once known as King Heights, is home
to a small community of about 520 homes. Another hidden gem within the Hillside Neighborhood
is the historic Pittock Mansion Museum, a popular urban hiking destination.

Just down the hill, the eclectic Nob Hill Neighborhood offers a multitude of boutique shopping,
trendy restaurants, and multi-cultural experiences. Housing in Nob Hill is a mix of newly
constructed condominiums and apartment buildings, with a number of large homes built in the early
1900’s, many of which have been partitioned into separate apartments. An extremely pedestrian
friendly neighborhood, there are numerous mass transit options, including the Portland Streetcar
line. Nob Hill residents are within walking distance to Couch, Macleay, and Wallace Park.

The nearby Arlington Heights Neighborhood is home to some of the most popular tourist
destinations in Portland, including the Oregon Zoo, Hoyt Arboretum, World Forestry Center, and
the renowned International Rose Test Garden. Also included in the Arlington Heights
Neighborhood, the expansive Washington Park draws a multitude of hikers, bicyclists, and outdoor
enthusiasts.

Demographics

Demographic data displayed in the following maps and charts is from the 2000 PP&R Market Study
and Portland Public Schools (PPS) enrollment data. The market study was completed using

2000 Census data and participation data from PP&R’s registration system. See Appendix A for more
information regarding the study.

Age and Market Share
The following chart shows that about 1% of the people who live in its service area register for
activities at HSCC. This is comparable to other community centers and pools.

HSCC Service Area - Presence & Opportunities

In zltddltlon to serving people who 10,000 - N
register for activities, HSCC also 9.000 B Opportunities
serves many other people who % 8,000 O Presence-Registrations %
“Drop In” to activities such as g 7000 8
special events, family nights, open % 6,000 -
gym, etc. g 5,000 3 o -
g 4,000 1 o & 5
: g 3,000 - ~ =
As seen in the Performance g 3 b=
. . o 4 ™
Measures section of this plan, w2000 <
Drop In visits account for about 1'008 |
O, ot T
48% of overall visits. Preschool Elementary Middle Teen Adult
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Race

The 2000 Census chart shows the
population living in the HSCC Service
Area is similar to the overall PP&R
Service Area.

Because the community may have

Diversity

90% 1 2000 Census

80% -+
70% -
60%
50% -
40% -
30% -
20% -

10% -+
ool m  =—m =

OHSCC Service Area B PP&R Service Area

changed since the 2000 Census, also _ _ . .
Black Asian and Latino Native Other White
included are FY 2002 _03 and Pacific Islander American
FY 2007-08 enrollment demographics
for Portland Public Schools that are N
dbv HSCC. While thi Diversity of PPS Students
serve Yy : tlet 1s. 1300 in the HSCC Service Area
comparison does not necessarily 1200 |
. . 12001 02003 m 2008
correlate to any potential change in ]
the wider community, it indicates the g 900
diversity of youth in nearby public g 700 1
schools has not changed significantly z 500 1
4 4
over the last 5 years. 300 -
200 1
100 :lE. - —
Black Asian and Latino Native Other White
Income Pacific American
2000 Census data indicates that about Islander
the same percentage of low-income
residents live in the HSCC area, Average
55%, as compared to the rest of .
h o p o Forest Park % Local PPS Students Who Qualify for
the system, 53%. However, PPS Free or Reduced Lunch Fees
data shows that only 12% of Ainsworth
children, on average, in the HSCC _ 02003
service area have qualified for free Skyline m 2008
or reduced lunch over the last Chapman
5 years, compared to about 55% of : ‘ ‘ ‘ : :
0% 20% 40% 60% 80%  100%

children in the PPS system.

Adpvertising and Outreach

The following table contains information regarding current advertising and outreach efforts as well

as recommendations for improvements.

HSCC Advertising and Outreach

Age Group Current Communication Recommended Improvements
Preschool e Post flyers in preschool classrooms and

gymnasium
School Age e Use social networking websites
Adult ¢ Use social networking websites
Overall e Mail PP&R West Service Zone quarterly « Post activities on PP&R web calendar

activity guide to all households that have

Hillside Community Center Business Plan
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HSCC Advertising and Outreach

Age Group Current Communication

Recommended Improvements

Overall e Distribute PP&R West Portland quarterly
(continued) activity guide and activity specific flyers to
local schools and public library

Boards

upcoming events

Carnival.

the annual ice cream social

registered with HSCC, FPCC, or SWCC for
any activity in the past 2 years

* Mail age-specific and activity specific
flyers/cards to past registrants, et.al.

¢ Post flyers on Community Center Bulletin

¢ Create and hang posters advertising

¢ Hand out bags, for prizes, that include flyers
for facility classes at annual Halloween

¢ Prominently display marketing material
during all community social events including

¢ Use PP&R Blog site to highlight special
activities

e Submit postings to local media outlets

¢ Attend and participate in school-hosted
events

e Increase marketing distribution into Forest
Heights neighborhood

¢ Post flyers on community bulletin boards in
apartment and condominium complexes and
local coffee shops

Hillside Community Center Business Plan
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Services Analysis

Market and services analyses are conducted to provide a foundation from which goals can be set.
While demographic information provides statistical data by age, economic status, and race, more
information is needed to determine the needs and service priorities of the community marketplace.
Recreation staff gathers information by:

¢ Developing relationships and interacting with community members.

e Reviewing quarterly class evaluation information from current customers, including survey
responses to the question, “What types of services would you like to see us offer?”.

¢ Evaluating registration levels to understand current demand.

The Services Analysis includes:

e asummary of PP&R customer service standards and service categories,

e adepiction of the HSCC service area,

e results of an HSCC customer survey regarding service priorities,

e a Portfolio Analysis chart that illustrates where services fall along the compared spectrums of
community priority and revenue potential,

e an overview of services, which describes the specific activities offered at HSCC, including
SWOT" and Life Cycle? analyses as well as programming recommendations for each service
category, and

e asummary Life Cycle Analysis chart.

Customer Service Standards
PP&R customer service standards include the following principles:

e Facilities are fully functional, well-maintained, and clean inside and out.

e Facilities are welcoming, customer-oriented places that provide users with products and
services they desire in an efficient and consistent manner.

e Products and services fit the interests, needs, and requirements of the local community.

e Staff is professional and welcoming.

' SWOT Analysis

A SWOT analysis identifies internal strengths (S) and weaknesses (W) such as facility suitability and financial
sustainability, and also examines external opportunities (O) and threats (T) such as community demand/priority and
competition, for a given service area, business unit, organization, etc.

? Life Cycle Analysis

The aim of this is to understand where each program is in terms of its life cycle to inform decisions about when to “change
things up” to revitalize mature programs, cancel or reinvigorate declining programs, and give introductory programs the
boost they need to succeed. The basic phases for programs are:

Introductory - This phase is usually characterized by great uncertainty as it involves new programs, which often have low
attendance and may need cost subsidization.

Growth - This phase is usually characterized by steadily increasing demand.

Maturity - This phase reveals steady or slowing demand.

Decline - This phase shows consistent decline as participants move on to new programs or other offerings.

Hillside Community Center Business Plan
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Service Categories

PP&R offers a wide variety of recreational program opportunities in the following broad service

categories:
Aquatics
Arts
o Domestic Arts
o Fine Arts
o Performing Arts
o Hobbies and Crafts

¢ Community and Socialization
o Community Building
o Lifelong Learning
o Outdoor/Healthy Lifestyle
o Social

Service Area

In addition to the immediate
neighborhood, HSCC serves
community members
throughout a larger service area
outlined on the below map,
which was adapted from the
2000 PP&R Market Analysis
study. The service area
boundary is based on the
residences of 80% of registered
users; the remaining 20%
traveled to HSCC from the
wider region.

Customer Survey

e Sports and Games
Bicycling
Combat Sports
Fitness

Games

Golf
Gymnastics
Motorized Sports
Racquet Sports
Skating

Team Sports
Track and Field

Water Sports
Winter Sports

O OO O OO OO O OO O0O OO Oo

Customer Survey Results

In addition to conducting the Services Portfolio Analysis, Service Priorities
an in-house survey asked customers to rank HSCC Sports/Fitness
services in terms of importance. Arts

Lifelong Learning

Socializing

While the survey is not scientific, staff did make an effort
to distribute the survey to customers of a variety of ages
who were participating in a variety of activities.

Healthy/Outdoor Lifestyle
Community Building

The people who responded to the survey indicated Sports/Fitness and Arts were their top two
priorities. The business plan includes actions to introduce new Sports/Fitness and Arts activities to

meet community demand.

Hillside Community Center Business Plan
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Portfolio Analysis

The following chart summarizes HSCC’s portfolio of services, showing each Service Category’s
potential in terms of capturing market share (community priority) and ability to generate revenue
(recover costs).

Participation information, market surveys, and customer feedback were used to formulate an
estimate of where each Service Category falls along the Community Priority (vertical) spectrum.
Current revenues and customer feedback regarding pricing were used to formulate an estimate of
where each Service Category falls along the Revenue Potential (horizontal) spectrum.

HSCC Portfolio Analysis
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Overview of Services

Following are descriptions of each Service Category including a SWO'T analysis and Life Cycle
analysis, which are used to inform operational recommendations for the next three years. These
analyses provide a context for evaluating services and setting goals in this business plan.

Domestic Arts
Hillside offers a small selection of programs in this service category, primarily cooking classes.

Strengths
e Domestic arts activities supplement the Educational Preschool and after-school programs,
providing additional opportunities to serve those participants.
e The kitchen is near the preschool and multi-purpose classrooms, making it easy to include
kitchen activities with programs occurring in those spaces.

Weaknesses
e Kitchen equipment and usable counter or storage space is limited.

Hillside Community Center Business Plan



Opportunities
e Families are looking for ways to connect around meal times.
¢ Kids are looking for new ways to express their creative interests.
e Partnership with local restaurants and culinary schools to provide cooking classes.

Threats
e Local restaurants offer specialty food and beverage workshops or seminars.

Program Life Cycle

This program is the introductory phase as new partnerships and facility improvements are being
sought to support growing market demand. The Facility Improvement section of the business plan
includes project descriptions and cost estimates.

3-year Business Planning Direction

Staff will apply for NW Portland grant funding to remodel and upgrade kitchen equipment,
counters, and storage. The remodel will provide opportunities to program classes that are
complementary to the Educational Preschool classes and the Hotshots after-school program, as well
as cooking classes for adults and rental space for events that require basic catering capacity.

Fine Arts

The immediate neighborhood has shown limited interest in these types of services. However,
community teens have shown interest in photography class, but there are limited transportation
options to HSCC. So, with the use of specialty funding, generously provided by City Council,
HSCC partnered with Friendly House, Inc. to ensure that this important market segment was
served by co-sponsoring a 10-week photography class combined with a one-year membership to
Friendly House. If demand increases, then HSCC will determine if resources and opportunities
exist to deliver Fine Arts activities to the community.

Hobbies and Crafts

These activities are mainly focused on arts and crafts classes such as Messy Art and Baby
Expressions, offered in a variety of themes, to preschoolers and their siblings. These classes provide
young children with their first experiences in art, an important component in childhood and
socialization development (creativity, self-expression, trust in oneself, etc.).

Strengths
e These classes introduce participants to other activities offered at HSCC.
e Extends Educational Preschool participants’ day and in-class experience.
¢ Opportunity for parents to provide art exploration to their children without the mess; PP&R
staff members do all the clean up — the paint is on our walls, not theirs.

Weaknesses
e Program variety is limited by supply costs; i.e., watercolors cost less than clay, so watercolors
are used more often.

Opportunities
e Complementary adult programming; for example, adult yoga could be offered at the same
time as a Messy Art class for children.
e Partnerships with local art studios and artists to provide assistance with supplies and
instruction.
e Demand is high.

Hillside Community Center Business Plan
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Threats
e There are no known competitors or other threats in this area.

Program Life Cycle
This program is in a growth stage as demand continues to grow steadily; most classes are full with
some waiting lists.

3-year Business Planning Direction
Continue the development of hobbies and craft program through varying themes and activities and
increasing the number of classes offered to meet demand.

Music
Hillside provides music exposure classes for preschoolers and private guitar lessons for all ages.

Strengths
e Small class size allows scheduling in a variety of spaces and time slots.
e Music classes/lessons can be loud and distracting in the home, so some parents prefer those
activities to happen at the community center.
e High revenue potential.

Weaknesses
¢ Finding and retaining qualified instructors.
e Limited variety of musical instruments on hand.

Opportunities
e Partnering with local musicians for class/lesson instruction in exchange for space to practice.
e Community performances from musicians and students at the facility; free to the family with
a small charge to other community members.
e Demand in market place for piano lessons and additional music classes.

Threats
e Private instructors within the community competing for students.

Program Life Cycle

This program is in the growth phase of its life cycle. There is great community demand evidenced
by participant registrations as well as a recent market survey analysis, which indicated that nearly
50% of northwest neighborhood residents would be interested in participating in music classes.

3-year Business Planning Direction
HSCC will purchase additional music equipment, including a keyboard, to increase the variety of
music offerings to meet demand.

Performing Arts
At HSCQC, this service category includes beginning ballet and dance classes as well as introductory
movement activities for preschoolers.

Strengths

e Offered during non-peak hours, which maximizes facility use.
e Attracts participants who do not traditionally participate in other sports activities.

Hillside Community Center Business Plan

17



Weaknesses
e Finding and retaining qualified staff to instruct a wide variety of dance classes.

Opportunities
e Partner with local dance studios to teach HSCC’s introductory classes and eventually
transition those students into their more advanced programs.

Threats
e There are a number of private dance studios in the area, which provide specialty skill and
elite instructors.

Program Life Cycle
This program is in the mature stage with slightly declining participation mainly due to instructor
turn over.

3-year Business Planning Direction

These dance classes allow HSCC to maximize facility use during off-peak hours. HSCC plans to
recruit an instructor who will make a commitment to the program, which would allow HSCC to
continue to offer services at the current level. If qualified staff cannot be recruited, HSCC will
determine alternative activities that could be offered to serve customer demand and utilize the
building during the dance time slots.

Community Building

Community Building activities at HSCC include events such as the annual Halloween Carnival, the

Hillside Neighborhood Association’s annual 4" of July parade and picnic, and the Hillside
Neighborhood Association’s monthly meetings.

Strengths
e Contributes to the overall livability and safety of the neighborhood.
e Increases opportunities to reach new customers; while providing a setting to informally
survey customers for new program ideas and customer service trends.
e Provides an opportunity to interact with community, establish connections for future
partnerships, and build volunteer base to complement staff skill in programs.

Weaknesses
e Time intensive for staff to coordinate, plan, and implement large special events.
e Events are costly to host and have low cost recovery, even when donations and volunteers
are available.

Opportunities
e None at this time.

Threats
e None at this time.

Program Life Cycle
Based on attendance to these events, this service area is in a mature stage with steady demand.
Events are popular, and local community groups continue to ask HSCC to host these events.

3-year Business Planning Direction
Maintain current service level.

Hillside Community Center Business Plan
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Lifelong Learning

Lifelong Learning services at HSCC include Junior Leader training and educational camps offered
during the winter, spring, and summer school breaks. The primary Lifelong Learning focus during
the academic year is the Educational Preschool and the “Hotshots” after school program.

Strengths

e A permanent, full-time Preschool Specialist has developed and implemented preschool
programming for over seven years. Her consistency has generated continually increasing
demand for this service within the community.

e Provides safe, supervised activities for children of working parents within the community
during times when children are out of school.

e Camp projects such as planting flowers, picking up litter, and practicing recycling help build
a sense of ownership in the facility and community.

e Camps are structured to appeal to a wide range of age groups and interests.

Weaknesses
e Itis difficult to determine what activities will draw adult participants.

Opportunities
e Educational Preschool programs are in high demand in Northwest Portland.
e Parents are looking for programs that have short time commitments while offering
introductions to a variety of recreation activities.
e Parents are willing to pay a higher price for programs that include a range of activities.

Threats
e There are several private clubs, like the Multnomah Athletic Club, who serve most of the
adult market for fitness and recreation in the area.
e 'The proposed Conway recreation facility, if realized, could potentially be a major
competitor for all of the same offerings that Hillside provides.

Program Life Cycle
The majority of the classes in this area are in a growth stage with increasing demand; however, space
limitations result in unmet demand.

3-year Business Planning Direction

HSCC will continue to offer preschool programs at the current service level, while increasing
seasonal camp offerings to meet demand. HSCC will also continue to introduce programs intended
to attract adult participants; new offerings will be priced to recover 100% of costs.

Socializing

HSCC offers a Parents Night Out twice a month. Parents drop off their children at HSCC for
dinner, crafts, movies, and sports activities, allowing parents to have time to themselves. This
program is designed to help parents reconnect with each other resulting in a stronger family unit.

Strengths
e Meets or exceeds cost recovery targets.

e Strengthens HSCC’s relationships with families.

Weaknesses
e None.
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Opportunities
e None.

Threats
e Many adult members of the community, throughout the Portland metro area, spend much of
their “free” time engaged in community service and family activities, rather than personal
recreation.

Program Life Cycle
This service area is in the mature stage with steady demand.

3-year Business Planning Direction
Hillside will maintain this program at its current service level.

Combat Sports & Fitness
HSCC has offered Martial Arts classes in the past. Staff is seeking community input, and if there is
enough interest, Martial Arts may be offered again in the future.

Fitness classes have been offered in the past, and staff is seeking qualified instructors to teach
morning yoga and Pilates classes for parents of preschoolers.

Sports and Games - General
HSCC offers a selection of general sports variety classes, camps, and bouldering classes for
preschool and school age youth.

Strengths

e Sampler classes give our staff the opportunity to introduce participants to a number of sports
activities, and then direct them into more specific classes for skill development.

e Variety sports classes and camps have the ability to change themes and activities more
quickly than a sports specific class, which retains participants’ attention and interest for
longer periods of time.

e The double-court gym with a bouldering wall allows for multiple classes and activities to
occur simultaneously, maximizing facility use.

Weaknesses
e Specialty sports like bouldering require specialized instructors that can be difficult to find
and retain.

Opportunities
e Many adults are looking for opportunities to play favorite childhood sports/games such as
kickball, dodge ball, and Ultimate Frisbee. HSCC could schedule gym time for these
activities or partner with one of the local adult recreation agencies, like Underdog Sports, to
rent our space during non-operating hours, for their already established adult sports leagues.

Threats
e None

Program Life Cycle

Variety sports classes and camps are in the mature stage with steady demand. Childhood sports and
games for adults are in an introductory stage, with emerging demand.

Hillside Community Center Business Plan
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3-year Business Planning Direction

HSCC will continue to offer general/variety sports classes and camps at the current level,
periodically changing class times and titles to maintain interest. In addition, HSCC will introduce a
variety of sports and games activities for adults to take advantage of emerging market opportunities.

Racquet Sports
Hillside offers tennis classes for all age groups.

Strengths
e Tennis courts are located next to the building, allowing for easy access. For example,
parents can conveniently schedule a tennis match while their children are participating in
other community center activities.
e Having tennis courts on the property allows other sports classes to be scheduled in the gym.

Weaknesses
e Specialty sports like tennis require specialized instructors, which are difficult to recruit and
retain.

e Use of outdoor tennis courts is limited by weather conditions.

Opportunities
e Partnering with PP&R citywide Tennis Programs for staff expertise and equipment use.
e  Working with a local tennis professional to teach HSCC’s introductory level class while
building a pool of clients for private lessons.

Threats
e None.

Program Life Cycle
Racquet sports at HSCC are in the mature phase with steady demand.

3-year Business Planning Direction
HSCC will continue to offer tennis classes at the current level as weather permits.

Gymnastics
Hillside has a number of introductory tumbling, gymnastics, and movement classes for preschool
aged children.

Strengths

e Complementary classes that can bridge the time between other activities.

Weaknesses
e Gymnastic classes require specialized instructors that are difficult to find and retain.

Opportunities
e Partnering with local gymnastics academy to teach our introductory classes on site, which
would give them a marketing opportunity to lead participants into their more advanced
classes.
Threats
e None.
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Program Life Cycle
This program is in a mature phase with steady demand.

3-year Business Planning Direction

HSCC will continue to offer gymnastics classes at the current level, periodically changing class times
and titles to maintain interest. If qualified staff cannot be recruited, through partnerships or general
recruitment, HSCC will determine alternative activities that could be offered to serve customer
demand and utilize the building during the gymnastics time slots.

Team Sports

HSCC has a strong team sports program with increasing demand. This program area includes adult
drop-in team basketball, drop-in volleyball team play, and basketball leagues for kindergarteners
though 4™ grade, in addition to a number of skill building and team play classes for soccer,

basketball, and baseball.

Strengths
e There is no competition for entry level, affordable league play or for preschool and youth
sports classes.
e The large, double-court gym allows multiple sports games to occur simultaneously.

Weaknesses
e Overlapping sport leagues/classes with other traditional organized league schedule.

Opportunities
e Partnering with other facilities and schools for practice space and game times to expand

league play.

Threats
e None.

Program Life Cycle
These programs are in a growth stage with steadily increasing demand. The demand for
introductory and skill building sports leagues and classes continues to grow.

3-year Business Planning Direction
HSCC will continue to look for new ways, such as through partnerships with other facilities, to
schedule additional team sports classes and expand current leagues.

Life Cycle Analysis

The purpose of a life cycle analysis is to understand where each program is in terms of its life cycle
to inform decisions about when to “change things up” to revitalize mature programs, cancel or
reinvigorate declining programs, and give introductory programs the boost they need to succeed.
The basic phases for programs are:

e Introductory - This phase is usually characterized by great uncertainty as it involves new
programs, which often have low attendance and may need cost subsidization..

e Growth - This phase is usually characterized by steadily increasing demand.

e Maturity - This phase reveals steady or slowing demand.
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e Decline - This phase shows consistent decline as participants move on to new programs or
other offerings.

HSCC Program Life Cycle Curve
The curve illustrates what attendance is like when a program is in that life cycle stage.

Each life cycle stage contains an unranked list of the programs that fall within that stage.
For example, the curve illustrates that there is steadily growing demand for all of the programs listed
in the Growth section, whereas the Maturity section's nearly flat curve shows that those
programs' attendance is either holding steady or beginning to decline.

| | | |
| | | | |
| | | | |
I I | I I [
gl | I I [
= | I I [
=1 I community Building | I
cl I | Gymastics | I
<l I | Performing Arts | I
I I Hobbies and Crafts I Racquet Sports I I
I : Lifelong Learning : Socializing : :
I Domestic Arts I Music I Variety Sports Camps I |
1 Sports and Games 1 Team Sports 1 Variety Sports Classes 1

Introductory Growth Maturity Decline

Many of HSCC’s programs are in the mature stage; however, those programs tend to complement
the main programs or Service Categories in the Growth stage. The Growth programs are the
primary focus of HSCC staff effort. In addition, HSCC will introduce new programming based on
customer feedback and market trending information that indicates customers want more
Sports/Fitness and Arts activities.
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Facility Improvements

The following improvements will increase service capacity by allowing existing space to be used
more often and for more purposes. The list is in the order of community priority. Project drawings
and refined cost estimates will be developed as these projects move forward through the bureau’s
capital process.

Begin Preliminary Impact Project Description
Capital Cost
Process Estimate
FY 2010 $80,000 New Remodel Kitchen
revenue Remodeling the kitchen area would support educational preschool
classes and provide opportunities to expand programming to include
(see the previously successful cooking classes and enhanced rental
forecastin | opportunities such as catered events.
the Financial
Performance | pomodel would include additional counter and storage space, as well
section) - . . .
as the purchase and installation of a standard size refrigerator, stove
with range top and microwave hood, and dishwasher.
FY 2010 $8,000 Increased | Upgrade Multi-purpose Room
customer Upgrading the multi-purpose room to include soundproofing and
satisfaction | storage space would enhance worker safety and efficiency as well as
improving usability and acoustics for participants.
The multi-purpose room is used for educational preschool classes
during the day, the after-school program in the afternoon, and for
community and neighborhood meetings or music classes in the
evening.
Installing a wall-attached, floor-to-ceiling cabinet along the north wall in
the northwest corner of the room will increase efficiency by providing
on-site storage.
Echo reduction or noise dampening effects could be achieved by using
area rugs or sound absorbent panels. These improvements will
improve acoustic quality, making music classes and other activities
more productive and enjoyable for participants and staff.
FY 2011 $3,000 Increased | Install Playground Gate
participant | Installing a playground gate (coated chain link fence, approx. 3' high,
safety and | with rolling gate) to enclose the play area will increase child safety as
new neighborhood dogs are blocked out and staff can more effectively
revenue monitor the space. In addition, the enclosure will make the area more
attractive as a rental space for private functions.
(see the
forecast in The large playground structure is located outside between the main
the Financial | pjiding, the multi-purpose room, and the tennis courts. It plays a big
Performance - . . -
section) part in providing the physical activity component of preschool and after
school programs.
FY 2011 $10,000 Increased | Upgrade Gym Window Controls
customer Upgrading the elevated windows along the North and South walls of
satisfaction | the gymnasium, to open and close from a switch at floor level, would
allow better ventilation of the largest space in the facility.
The ventilation system is a “green” way to cool the gym during large
events and the hot summer months. A part of the mechanical system
needed to install this upgrade is still in place from the original gym
windows, which opened and closed by a pulley system.
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Begin Preliminary Impact Project Description
Capital Cost
Process Estimate
FY 2011 $2,000 Increased Install Small Concrete Pad
safety Installing a 3’ x 3’ concrete pad will provide space for installation of an
outdoor trashcan for Hillside Park. This would encourage park users to
dispose of their garbage and dog waste appropriately.
This park is widely used by the community for exercising their dogs,
youth soccer practices and games, t-ball/baseball practices, and
community events. Frequently PP&R staff, both maintenance and
community center, spend 20-30 minutes picking up litter from the
evening or weekend’s activities.
FY 2012 $60,000 New Install Large Concrete Pad
revenue The addition of a concrete pad near the soccer field, with electricity,
would allow summer camp programs to expand into the park. The pad
(see the would provide a dry, hard surface able to hold tables, chairs, and
forecast in pop-up shade tents. This provides a central area for craft activities,
the Financial | gnack and lunch, and storage for campers’ belongings while they use
performance | 0 o djacent sports field. In addition, the pad could generate revenue
section) - . .
through rental opportunities as a stage for private or community
events, theatrical productions, and concerts.
FY 2014 TBD Increased | Improve Driveway Safety
safety The narrow, one-lane driveway is situated on a steep hill and exits onto

a blind corner. Visibility and speeding are serious safety issues.

Further evaluation is needed to determine the best ways to increase
safety. Some initial ideas are:

e Place Kid Alert visual warning displays along the driveway
during high traffic times.

e Stage a safe pickup spot at a place where parents don't have
to drive up the driveway.

e  Consult with Forestry and Engineering to discuss if it is
possible to improve or reconfigure the driveway to increase
safety.

The following facility improvements will be made with existing resources:

Add bulletin boards to multi-purpose room.

Work with NW Maintenance to install outdoor trash can on existing concrete pad, so that
visitors appropriately dispose of garbage and dog waste.

Add bars to a section of the gym wall for dance classes.

Clean and organize storage closets.

Hillside Community Center Business Plan
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Business Action Plan

The Business Action Plan (BAP) discusses the tactical approach to meeting prioritized goals as they
relate to the bureau’s strategic plan, including what actions will be taken, expected results, how
results will be measured, and needed resources. The BAP is organized in table format so thatit can
easily be used as a tool to track progress toward stated goals.

BAP Summary Overview

HSCC is one of the few centers for recreation in historic northwest Portland. Purchased by the
neighborhood and then given to the City of Portland for recreational activities, HSCC established
its place in the community as the premier provider of academic preschool and recreational youth
programs. With continued, stable community support HSCC has begun the process of expanding
programming to include activities and experiences focused on teen and adult age groups.

HSCC’s continued success will be depend on maintaining the excellence of current programs while
developing new programs to include all age groups. To accomplish this, staff and managers of
HSCC have written this business plan to guide efforts to meet or exceed the City’s sustainable
management practices, plan and implement facility maintenance and improvements, and continue to
cultivate the neighbor and neighborhood relationships that established HSCC as a center of the
community.

Definitions
The category terms used in this Business Action Plan are:

Goals = Actions = Results = Performance Measures

Because the meaning and usage of these terms can vary depending on the plan type, level, and
context, definitions for usage in this plan are discussed below.

Goals
A goal is the end toward which effort is directed to attain/achieve a strategic position/purpose.
Goals should be SSM.A.R.T.:

e Specific

e Measurable

e Achievable, Action-oriented
e Realistic, Results-based

e Time-specific

The BAP achieves the SMART approach through detailed actions.

Actions
Actions describe the specific efforts that are required to meet the goal.

Results
Results are what the community, partnership, relationship, group, organization, etc. will be like

when the goal is achieved.

Hillside Community Center Business Plan
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Performance Measures
A performance measure is a description, usually quantitative, of what has been accomplished over a
certain period of time. Itindicates how much progress is being made toward achieving a goal.
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PP&R Hillside Community Center

Business Action Plan Worksheet

Bureau Goal Action Results Performance FY 2009-10 Resources Needed
Key Result Area Does this action align vision, mission, service priority(ies)? What are we trying to accomplish? What are  [Measures Target
the benefits to the community?
Reach and Involve Community Goal 1: Plan and host community events such as family fun nights, a  |Community support is developed and # events Baseline: 2 per year Existing resources.
Outcomes: wine tasting event, a winter craft bazaar, a winter holiday event,|sustained. Community members are aware of Target: 4 per year
e The community demonstrates increased Reach Out & |a pre-school open house. and feel involved in PP&R's services and
awareness and appreciation through Engage the benefits. They actively support PP&R through
participation in a healthy parks system. Community |Continue relationship building with neighborhood association,  |participation, volunteerism, sponsorship, and |Volunteer hours |Baseline: 573 hours Volunteers.
e Diverse and plentiful opportunities for businesses, and local schools. voting. Target: 630 hours
engagement with PP&R exist throughout Produce and distribute full-color guide and rental promotions Rental revenue  [Baseline: $25,000 Advertisement sales to local businesses.
the community. throughout current service area and expand into Washington Target: $30,000
e Community members feel authentically County.
engaged and see that their participation Study available market research and survey current customers [Programmers have a better understanding of % cancelled Baseline: 18% Existing resources.
contributes to a better parks system. to determine what classes and activities they want to customer needs. Number of cancelled classes|classes Target: 15%
participate in. is reduced.
Manage and Protect Assets Goal 2: Write annual request to the 1-405 grant, seek donations, and Facility and grounds are functional, clean, and [Funds raised Baseline: NA Grants and donations.
Outcomes: host community fundraisers, to fund minor and capital facility ~ |safe. Target: $88,000
e Effective management of built and natural Raise Funds |improvements. A project list with estimated costs is included in
assets. to Support |the Facility Improvements section of the plan. Facility amenities promote active, healthy
e Adequate land and facilities are provided Facility lifestyles and create community connections.
to meet identified recreation, open space, Improvements People are healthier and feel connected to
and biodiversity needs. each other and to place.
Improve Service Delivery Goal 3: Offer classes that will provide additional recreational Youth learn through safe play and become Customer Baseline: 72% Qualified Instructors
opportunities to preschool participants and their parents or prepared to be academically and socially satisfaction Target: 75%
Outcomes: Adjust caregivers. successful by becoming able to share, Program Documentation
e High quality services that balance fiscal Programming |e Preschool dance and gymastics communicate needs and wants, follow a e "Blueprint" programming for youth
responsibility and affordability. to Improve |e Yoga and Pilates schedule, and make good decisions. team sports leagues for
o Prioritized PP&R services that balance the Service Enhance summer camps by including more nature and science consistency and expansion.
greater community needs with individuals' Delivery  |activities. Offer options that are attractive to teens such as Programming reflects current trends and e Steamline afterschool programming
demands. traveling camps. market demand, which keeps people to include:
e Improved service delivery through _ — _ _ interested in participating in a variety of -Documentation for future staff.
partnerships. Offer programming that attracts new families, like Baby Sign  |recreational activities as they progress through -Set rules and schedule.
Language and Baby Boot Camp. different stages of life. -Revisit payment options.
Adjust programming to add or re-establish popular, highly Community donations to purchase
demanded activities such as: musical instruments.
e Martial arts
e Hobby classes (painting, knitting)
e Music classes
e Lacrosse
Enhance Organizational Capacity Goal 4: HSCC staff will work closely with the PP&R facilities manager |HSCC will use less energy, resulting in a Energy usage Gas Baseline: 650 million BTU's Existing resources.
to better understand utility use patterns and implement smaller carbon footprint. Gas Target: 600 million BTU's
Outcomes: Enhance |changes to reduce utility use. Electric Baseline: 267 million BTU's
e An organization that attracts, cultivates, Sustainable Electric Target: 262 million BTU's
and develops a creative and empowered Managgment Find more ways to express appreciation for staff. Talk to staff, |Staff feel valued, acknowledged, and Employee Baseline: 75% Existing resources.
workforce. Practices find out what they would like to have happen, also if they feel [respected for the work they do. satisfaction Target: 80%

e An organization that reflects the
customers it serves.

e An organizational culture built on
continuous improvement and adaptation.

e An organization that integrates principles
of financial, social, and environmental
sustainability into decision-making and
work processes.

appreciated now.

In concert with the PP&R Sustainability Plan, improve HSCC's
recycling program, including food composting, by partnering
with Bureau of Planning & Sustainability and checking in with
other community centers to discover and capitalize on best
practices.

Community members demand and support
businesses that implement sustainable
practices. PP&R is a leader in meeting or
exceeding citywide sustainability practices.

Recycling rate

Baseline: 34%
Target: 36%

Existing resources.




Performance

Performance measures provide a means for managers and staff to know if they have been successful

in implementing the Business Action Plan.

Attendance (Goal 1)

PP&R tracks attendance, or number of visits, in two ways:

Individuals register for classes through the CLASS

Registration System, and the system records the number of

people who registered as well as how many visits were
associated with those registrations.

Individuals “Drop In” and participate in activities that do not

require registration. These visits are recorded by
sign-in sheets, head count estimates for special events,
and through the CLASS point-of-sale system.

Nearly 50% of attendance at HSCC is due to
“dropping in” to popular Drop In activities such as
Indoor Park and Adult Basketball and Volleyball.
Community participation in special events is also
included in drop in attendance.

HSCC will strive to achieve attendance of 41,000, an
increase of 4,000, by engaging the community in at
least 4 special events such as family fun nights and
seasonal celebrations as well as producing and
distributing a full-color guide and rental promotions
throughout the current service area with expansion
into Washington County.

Volunteers (Goal 1)

Goals

1
2

22,00
20,00
18,00
16,00
14,00
12,00
10,00
8,00
6,00
4,00
2,00

Youth| 8,279

Reach Out & Engage the Community
Raise Funds to Support Facility
Improvements

Adjust Programming to Improve Service
Delivery

Enhance Sustainable Management
Practices

Youth and Adult columns represent attendance at
activities that require registration. The Drop In bar
represents activities that do not require registration, such
as fitness center, after school activites, open gym, and
special events like family nights.

0 -
0 ,
0 ,
0 -
0 -
0 -
0 ,
0 -
0 -
0 -
0 -
0 f t f f f |
13,828 16,915 17,402 19,142 21,056

Adult| 208 890 403 344 361 379

Drop Inf 12,831 12,107 20,328 16,092 17,701
Total| 21,318 26,825 37,646 33,838 37,205

19,471
40,907
FY] 2005 2006 2007 2008 2009* 2010*

*Project 10% increase for Youth, 5% for Adults.

In FY 2007-08, community members volunteered 573 hours at HSCC. This business plan includes
specific action items to increase volunteerism through teen and community engagement activities.

HSCC staff will strive to increase volunteerism to 630 hours per year, a 10% increase, by continuing
to build relationships with neighbors, businesses, and local schools.

% Cancelled Classes (Goal 1)

In FY 2007-08, 18% of classes were cancelled due to low enrollment. HSCC staff will work to
reduce the cancellation rate to 15% by studying available market research and surveying current
customers to determine what classes and activities they want to participate in.
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Funds Raised (Goal 2)

HSCC has an annual opportunity to submit a written request to a grant fund that is specifically
designated for northwest Portland. In addition, staff will seek donations and host community
fundraisers. A project list with estimated costs is included in the Facility Improvements section of
this plan.

Customer Satisfaction (Goal 3)

The bureau is currently re-developing an internal customer satisfaction survey and process that can
be used consistently across the system to provide regular, and comparable, information to support
efficient and effective decision making.

The 2007-08 Service Efforts & Accomplishments citizen survey reported that 72% of respondents
in the Northwest Portland area rated the quality of recreation center activities as “good” or “very
good”.

In FY 2009-10, HSCC will work to achieve 75% customer satisfaction, a 3% increase, by adjusting
programming to reflect current trends and demand for popular services.

100% -
Northwest Portland
90% %of respondents who rated recreation and community center
07 quality as "good" or "verygood"
80% -
70% | ./.\.—’./.
60% -
50%

2005 2006 2007 2008 2009

Utility Usage (Goal 4)

Greenhouse gas (GHG) emissions are known to be a significant factor in contributing to global
climate change. PP&R has recently established a goal to reduce bureau greenhouse gas emissions by
25% by the year 2020. Utility use at PP&R facilities is the largest contributing factor to the
bureau's total GHG emissions.

Over the next year, HSCC staff will work closely with the PP&R facilities manager to better
understand utility use patterns and implement changes to reduce utility use.

Employee Satisfaction (Goal 4)

In the Spring 2008 Employee Satisfaction Survey, 75% of responding Service Zone employees
indicated they were either satisfied or very satisfied about working at PP&R. Employee satisfaction
is not currently measured at a more specific level.

Managers and supervisors will continue to work with staff to identify meaningful methods to value

and acknowledge staff effort and work accomplishments. HSCC’s target is to contribute to
improving the overall Service Zone’s employee satisfaction rate from 75% to 80%.
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