Community Facilities
GUIDING PRINCIPLES
COMMUNITY FACILITIES GUIDING PRINCIPLES

ENVISION COLUMBIA GOALS

We believe in...
Leaving a legacy of resilient and well-maintained infrastructure. (Goals 2 and 5)

A high quality, customer-oriented user experience for residents and businesses.
(Goals 2 and 5)
A safe and secure community for all. (Goals 2, 3, and 5)

Saving time and resources through efficient and collaborative internal and outwardfacing business practices. (Goals 1, 2, 4, and 5)

Connecting our communities through improved communication and high-quality built
and digital infrastructure. (Goals 1, 2, 4 and 5)

#1

Grow opportunities for
entrepreneurship, business
development and a skilled
workforce to achieve a healthy
economy.

#2

Connect the City’s
neighborhoods and business
districts through cohesive land
use, infrastructure development,
and transportation planning.

#3

Foster a healthy quality
of life focusing on safety,
culture, and recreation.

#4

Collaborate and partner with entities
within the Midlands region to
become the state’s prime destination
for residents, visitors, and businesses.

Addressing current challenges while planning for the future - (Goals 1, 2, 3, 4, and 5)

#5
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A Columbia where our facilities and services promote a healthier community.
(Goals 1, 2, 3, 4, and 5)
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Are we missing any guiding principles for this element?
If so, leave yours with us on a sticky note.

Provide high quality
municipal services,
effectively, efficiently, and
responsively.
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Public Engagement
FEEDBACK

WHAT WE’VE HEARD

A majority of respondents strongly agree that investing in public
infrastructure with long-term vision is important.
The most frequently used word to complete the sentence, “I want
Columbia to be...” was “safe”.
Accessing services- many commented that it is not always easy to
find information or services when they have a concern or need.
Customer service - while there was a split between comments
stating that staff is generally helpful, and those stating otherwise,
many commented that processes need to be improved.
Public safety - some feel that safety has improved, but there were
many comments about petty crime, unsafe traffic, concerns about
homelessness, and safety of certain neighborhoods & corridors.
Parks - the most commonly identified specific park is Finlay Park;
and there were many comments asking for it to be revitalized. There
is also concern for overall park maintenance and more river access.
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624

Of nearly 1200 provided specif ic
feedback on community facilities

COMMENTS

413

PARKS/PARK

148
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Focus groups have identified training and retention of employees as
challenges to providing a consistent level of service.

In the online survey conducted in the Fall of 2018, 624 of nearly 1200 participants
chose to provide feedback on community facilities, and left 413 detailed
comments. People both value and have concern for our parks; they were
mentioned the most - 148 times.
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Data
NOT YOUR FATHER’S INFRASTRUCTURE
A NEED TO KNOW BASIS

			 • Improving the standardization of data input
			 • Releasing a new public map and data viewer

How private?
Making informed decisions is integral to serving a community, and collecting data and
measuring success is a large part of how cities stay informed and prioritize. With great data
also comes the great responsibility of protecting citizens’ privacy - and while the answer on
how to do so may be different for each community, a few local governments (such as Seattle,
NYC, and Santa Clara County, CA) have startd to address this concern by appointing a local
chief privacy officer.
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The GIS Division is working to expand its utility to internal customers and
the public. Here are some of the projects underway:

The City of Asheville, NC has embraced the concept of Open
Government, which is the governing philosophy that citizens
have the right to access the documents and proceedings of
government to allow for effective public oversight. The City has
developed a webpage housed under communication and public
engagement which is dedicated to transparency. Citizens can
access data across topics, including Council agenda, minutes,
and voting records; budgets and comprehensive annual financial
reports; current tax rates; board and commission members and
applications; and citizen survey results.
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This data collection not only serves to put a point on a map, but also provides information about the location. What
type of fire hydrant is it? What flow rate does it have? When was it last serviced? This type of spatial and attribute
information is the foundation of the City’s permitting and work order management systems and serves to insure City
workers are able to complete work orders and address citizen concerns as
they arise.

			 • Working with Traffic Engineering to assess their data needs
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The most visible collection of data in the City is maintained by the Geographic Information Systems (GIS) Division.
Collection and development of data connected to a physical location is the core of any GIS system.

Open Government
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We live in the “information age”,
and our best-known companies Google, Amazon, Facebook, and
others - collect, store, and analyze volumes of data
to power their businesses and add convenience
to our lives. Local governments, including the
City of Columbia, lag far behind in harnessing
the power of data to inform decision-making,
identify opportunities, and improve the daily lives
of the public. How does the City collect, share, and
maintain data - and how should the use of data
improve?

Location, Location, Location
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What data should the City focus on collecting or
sharing? Leave your thoughts with us on a sticky note.
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Infrastructure
AND CAPITAL IMPROVEMENTS
BUILDING AND
MAINTENANCE
For municipal governments, every
week is infrastructure week. The
ongoing maintenance of aging
water & sewer lines, repairing and repaving of roads,
and upkeep of City buildings and parks add meaning
to the “works” in Public Works. Repair work is critical,
but scheduling and budgeting for preventative
maintenance and planning to serve the Columbia of
the future is equally critical.
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Establishing Procedures & Identifying Priorities
Arlington, Virginia, an urbanized county
government, was confronted with a lack of
available space for its public
facilities and struggling with how
to adapt to changing needs. In
2015 they partnered with the
school district and formed a
citizen committee to rethink their
approach.
Among their recommendations
were formalizing partnerships
between the two organizations
and encouraging sharing of
space.
Source: arlingtonva.us
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Residents of the Columbia area are familiar with boil water
advisories and sanitary sewer overflows (SSOs), both symptoms
of the aging water & sewer infrastructure found in Columbia and
across the nation.
The Clean Water 2020 program of Columbia Water was launched
in order to reduce the number of SSOs and help comply with a
consent decree regarding the sanitary sewer system. A project
cycle - illustrated to the left - was
Assess &
developed to establish priorities and
Evaluate
Prioritize
& Select
measure progress.
Operate &
Maintain
Design &
Permit
Construct

This process is already making a difference: SSO events declined from 400
events in 2009 to 155 in 2016.
More broadly, the Capital Improvement Program identifies and budgets
for rehabs, upgrades and expansions to the water, sewer, and storm water
networks.

HOW DO WE PAY FOR IT ALL?
Water, sewer, and stormwater infrastructure is paid for largely through utility fees and bond
issuances, but funding for other physical infrastructure is reliant on our limited tax base or
dwindling State and Federal funding sources. Our facilities serve the region, yet a significant
portion of the burden rests upon our taxpayers. The Economic Development boards explore
how to share the funding of infrastructure, such as TIFs, MIDs, and PILOTS, etc.

What suggestions to you have about prioritizing and
paying for capital improvements? Leave them with us
on a sticky note.
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Services
IMPROVING THE USER EXPERIENCE
SERVING THE PUBLIC

Can city employees become entrepreneurs?
Over 500 employees of the City of Albuquerque, New Mexico have completed a
32-hour training course in developing an “entrepreneurial mindset”. This includes
empowering all levels of employees with the tools and sense of ownership in order
to solve problems encountered on a daily basis. In its first three years, the City of
Albuquerque has found that employee morale has improved- and there have been
over 250 unique new projects created by graduates of this program focusing on
creating greater efficiencies, improved customer service, and more.

The experience of the public when
accessing municipal services is just
as important as being provided
the right level and mix of services
in the first place. Unlike a business, a government’s
primary customers are its citizens and it has different
obligations to the public than a private business. Still,
some valuable lessons in service can be learned from
the private sector.
Lessons from the IT Department?
Designing for User Experience (UX) is common in digital
content design like websites or apps, and aims for a deep
understanding of how an end-user (or customer) experiences
the entirety of a product.
This holistic approach to understanding the needs and
experiences of the user can be adapted to help improve the
experience of accessing municipal services
for the public, our “end-users”.
useful
When considering the value of
desirable
usable
information (or service) provided,
Peter Morville, an information
valuable
architect, suggests considering
accessible
findable
individual parts of the user
experience- for one example, can the
credible
users find the information they are seeking?
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Source: Usability.gov/Peter Morville-Semantic Studios
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Source: City of Albuquerque/TransformGov.org

Implementing Columbia Police Department’s Strategic Plan
How does a police department deliver timely, effective, and respectful service to the
diverse communities it serves?

There is no one answer, but having a plan in place is key. In the CPD’s 2015-2019
Strategic Plan, 5 of the 9 goals identified (along with their proposed implementation
strategies) directly involved improving user experience:
			
			
			
			
			

•
•
•
•
•

Improving accountability and transparency
Strengthening community policing
Partnering with stakeholders
Improving communication
Improving delivery of services

Improving service is a continual process, and in a 2016 update, CPD added two
additional goals - including improving training. CPD has also recently earned
recognition for the quality of its services: Advanced Law Enforcement Accreditation
for overall operations, and the Palmetto Award of Merit for digital communications
and making its law enforcement data more accessible and open to the public.
Source: CPD 2015-2019 Strategic Plan; CPD 2015-2019 Strategic Plan Progress Report; CPD 2017 Annual Report

Do you have any suggestions on how to improve the
user experience of our services? Leave them with us
on a sticky note.
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Urban Service Area
GROW WISELY
Investment and redevelopment within the existing
borders of the City of Columbia is a priority, but with
over 60% of the population living in unincorporated
areas, it is prudent to consider what areas the City can efficiently
provide with services beyond its borders. Understanding the reach of
our community facilities and services helps define the Urban Service
Area.

Update in progress!
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A lot can happen in 10 years. The review
of services conducted for Columbia
Compass will help us understand if any
adjustments should be made. To serve
both current and future residents, we
need to know in which areas adequate
transportation, utility, and service
infrastructure overlap.
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Fire & Police
Service

Water & Sewer

Solid Waste &
Recycling

Other Services

Map of City of Columbia’s February 2019 boundaries with the 2009 Urban Service Area shown

DONUT HOLE

PRIMARY AREA

surrounded by

parcels with adequate

Unicorporated area

Contiguous or nearby

municipality.

service availability

Any thoughts you’d like to share? Leave them with us
on a sticky note.
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SECONDARY
AREA

LONG RANGE
AREA

nearby parcels that

service concerns

concerns.

areas.

Contiguous or

Areas that have more

have some service

or are beyond other
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Community Facilities
IMPLEMENTATION STRATEGIES
Which three of the below are the most important (
years? Let us know by placing your dots.

) for Columbia to accomplish in the next 10

Pick 3!
most important (

EMBRACE EXCELLENCE
There are real-world limitations to anything worth doing, but the first focus of public and private entities - and

Excellence

the region as a whole - should be the aim to be the best in what they do.

ADOPT HIGH STANDARDS
Developing and enforcing high standards for service and infrastructure, both public and private, leads to a
more resilient and stronger Columbia in the future.

FROM REACTIVE TO PROACTIVE
Providing services to and maintaining infrastructure for the public includes responding to new challenges that
pop-up 24/7. Planning and budgeting for regular maintenance and improvements saves money in the long

Prioritization

run.

SEEK DATA AND INPUT
The public sector lags behind the private sector in harnessing technology to help in prioritization and decisionmaking. Seek cost-effective technology to identify current and future needs, while respecting privacy in data
collection.

PRIORITY BASED BUDGETING
Columbia should continue to implement priority based budgeting, a more holistic approach which allocates
funding based upon community priorities vs. traditional budgets that are based on adjustments to prior budgets.

BROADEN SOURCES OF REVENUE
With a limited property tax base to fund essential government services, Columbia should seek to broaden sources
of revenue, including thoughtful use of bonds, grants, special financing districts, and negotiated payments in

Collaboration

lieu of taxes.

REGIONAL COOPERATION
The interconnected nature of our residents, businesses, infrastructure, and services demand cooperative
approaches to problem solving, Prioritize solutions by recognizing common goals and addressing real or
perceived differences between stakeholders in the region.

CONSOLIDATE RESOURCES
Sharing space and resources where appropriate can lead to savings and improve service.

MEANINGFUL PUBLIC INVOLVEMENT
Even while we become more “connected” in the technological sense, it has become harder to engage the
public using traditional methods. Continually seek to find the best ways to seek and implement the input of

OBJECTIVE AND CLEAR CODES AND PROCESSES
Codes and business processes should clearly communicate and reflect Columbia’s priorities and be updated
if necessary.

CUSTOMER-FOCUSED USER EXPERIENCE
Outreach, publications/websites, and all customer interactions should be designed around the user experience
the public expects.
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Is there a strategy we are missing that we should
consider accomplishing in next ten years? Write it
down on a sticky and leave it here.
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Communication

the public.
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