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Problem Assessment:

Always working to improve services to residents and remain cost efficient, Aurora was looking for new ways to save money. While top management can dictate cost savings and new ideas to the workforce, the city’s management wanted to try something different. They believed that employee generated ideas could have a potentially tremendous impact on the culture of the organization. Employees, actively involved in day-to-day operations, are perhaps more aware of localized inefficiencies than managers who are focusing on big picture issues.
Problem Implementation:

Aurora established an Extraordinary Service Program (ESP) in 1995 to encourage employees, work groups and committees to develop ideas and business process improvement recommendations that result in operational benefits to the city. These recommendations help cut costs, raise revenues, improve service, increase operational efficiency, and improve the general health, safety and welfare of the city’s work force. This program recognizes and financially rewards employees, work groups and committees who have streamlined work processes based on suggestions resulting in tangible and intangible savings to the city of Aurora. There has been a savings of more than $5 million since program inception.
All regular, contract, temporary, and seasonal employees of the city are eligible to participate in this program. Employee suggestions may be eligible for an award as long as management was aware of the employee's suggestion and used the suggestion as a matter of instituting change within the department. The suggestion must be considered to be above and beyond the normal call of duty, and not at the direction of a supervisor. Awards may be given to employees or groups for suggestions or business process improvements which result in either tangible or intangible savings.  There has been no additional cost to the city to administer this program, as the rewards paid to employees are based on a percentage of the actual cost savings of the suggestions that are implemented.

Tangible Results/Measurable Outcomes:
ESP encourages employees, work groups and committees to develop ideas and business process improvement recommendations that result in operational benefits to the city. Those ideas can cut costs, raise revenues, improve service or improve the general welfare of the city’s work force. Employees who generate ways to streamline efficiency are rewarded 15 percent of the first year’s net savings.   For example, one employee suggested that the city handle its own collection procedures for checks that bounced after being presented for payment of fines. The city was using a collection agency, but only received the face value of the check plus a $7 returned check fee. In the first year the city ran its own collection procedures, the collections staff garnered $35,136 from 251 customers. 



The following table reflects the annual cost savings generated through the ESP program:

	Year 
	# of Suggestions 
	# Approved 
	% Approved 
	Savings 
	$ Awarded 
	% Awarded 

	2007 
	8 
	6 
	75.00% 
	$293,785.40 
	$8,604.00 
	2.92% 

	2006 
	4 
	3 
	75.00% 
	$868,989.97 
	$6,000.00 
	0.69% 

	2005 
	7 
	5 
	71.43% 
	$244,272.00 
	$8,625.00 
	3.53% 

	2004 
	5 
	4 
	80.00% 
	$76,375.00 
	$7,263.00 
	9.51% 

	2003 
	15 
	8 
	53.33% 
	$119,943.00 
	$5,763.00 
	4.80% 

	2002 
	12 
	5 
	41.67% 
	$41,874.00 
	$4,587.00 
	10.95% 

	2001 
	14 
	9 
	64.29% 
	$794,065.00 
	$3,750.00 
	0.47% 

	2000 
	16 
	7 
	43.75% 
	$455,385.79 
	$10,480.79 
	1.40% 

	1999 
	34 
	20 
	58.82% 
	$562,505.00 
	$15,533.80 
	2.76% 

	1998 
	87 
	41 
	47.13% 
	$410,445.00 
	$23,747.00 
	5.79% 

	1997 
	88 
	35 
	39.77% 
	$140,521.00 
	$19,922.00 
	14.18% 

	1996 
	41 
	24 
	58.54% 
	$1,068,002.00 
	$14,821.00 
	1.39% 

	1995 
	90 
	39 
	43.33% 
	$132,698.00 
	$25,610.00 
	19.30% 



Special Note: 
The total savings experienced since program inception is $5,208,861.16. It is important to note that the average annualized savings per year is $400,681.63 while the average total annual amount awarded is $12,175.22 or about 6.23% of the realized savings. 

Lessons Learned:



Aurora has learned that the city’s best ideas truly do come from its best asset: its employees. The ESP program has served to further engage employees in the operation of the city, and the identification of savings and efficiency measures. All organizations are wrestling with finding ways to be more efficient, both in terms of dollars and time. Employees have a wealth of information and ideas, and the ESP program has given them the opportunity to share that information and bring about beneficial change to city operations. Employees are motivated by the opportunity to see their ideas come to fruition, and by the recognition they receive for their efforts. With more than $5 million in savings, the results speak for themselves!
