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Message from the Fire Chief
I am so very proud to share with our community and stakeholders the South Metro Fire Rescue (SMFR)
2021-2025 Strategic Plan.

The men and women at SMFR serve in one of the fastest-growing

communities in the United States. Our challenge has been – and most certainly will continue to be –
being proactive and innovative in staying ahead of change while continuing to provide exceptional
service in all-hazards emergency response. I am honored to serve alongside what I believe to be the most
compassionate and gifted caregivers and firefighters our noble profession has to offer.
Our organization has undergone an incredible amount of change over the past few years through the
unification of three long-standing, proud fire service organizations. We welcome the legacies of the
South Metro Fire Rescue Fire Protection District, Cunningham Fire Protection District, and Littleton
Fire Rescue, along with the tradition, pride, and service excellence that each organization brings to what
is now our larger, culture-rich new organization. We brought these agencies together to form a single
fire protection district with the vision of improving service, firefighter safety, financial stability, and longterm sustainability. Over the next five years, we will continue to strive to achieve this vision with the
guidance of this strategic plan to keep us focused on the critical initiatives that will move us forward.
As you will see in our major goals and objectives, we will be focusing on our rapid growth and the impact
that it has on our ability to support our services, connect with our community, support our members,
and prepare ourselves for the challenges of the future. We will do this by taking care of the physical and
mental health of our firefighters and combat the conditions that lead to firefighter injuries and deaths;
build the technical and leadership abilities of our members to identify future leaders and help our
members to be at their best throughout their career; strengthen our foundation of connecting with our
members and community, and holding ourselves to the highest level of standards through accreditation.
There are many opportunities on the horizon, but we also recognize that there are challenges as well. In
particular, the COVID-19 pandemic has had a lasting impact on the economy as well as the lives and
well-being of our community, and we will continue to navigate through this with our men and women
and our community members. In addition, we continue to set high standards for South Metro. Our
members and board of directors will need to work diligently to ensure that our strategic path is set to get
us to where we envision ourselves as a fire department five years from now, and we cannot get there
without partnering with our strong community. We will continue to keep our community a top priority
and will work to ensure that we embody our vision of being a best-in-class organization.

Introduction
South Metro Fire Rescue (SMFR) provides an all-hazards approach in the protection of the lives and
property of residents, businesses, and visitors of Arapahoe, Douglas, and Jefferson counties in Colorado.
SMFR is consistently working to achieve and/or maintain the highest level of professionalism and
efficiency on behalf of those it serves, and thus, contracted with the Center for Public Safety Excellence
(CPSE) to facilitate a method to document the department’s path into the future via a “CommunityDriven Strategic Plan.” The following strategic plan was written in accordance with the guidelines set
forth in the Commission on Fire Accreditation (CFAI) Fire & Emergency Service Self-Assessment Manual
9th Ed. and is intended to guide the organization within established parameters set forth by the governing
body.
The CPSE utilized the community-driven strategic planning process to go beyond just the development
of a document. It challenged the department’s members to critically examine paradigms, values,
philosophies, beliefs, and desires, and challenged individuals to work in the best interest of the “team.”
It further provided the department with an opportunity to participate in the development of their
organization’s long-term direction and focus. Members of the organization’s community and
department stakeholders’ groups demonstrated commitment to this important project and remain
committed to the document’s completion and future plan execution.
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Organizational Background
South Metro Fire Rescue (SMFR) exists today as a result of several fire service agencies consolidating
services over the past decades. Its legal foundation and service plan are based on the Parker Fire
Protection District (established 1967), which was renamed South Metro Fire Rescue when it consolidated
with a fire district of the same name in 2008 (formerly Castlewood Fire Protection District established
1951).

Further expansion occurred in 2018

through consolidation with the Cunningham
Fire Protection District (established 1950) and
in 2019 through the consolidation with Littleton
Fire Rescue (a partnership that began in 1963).
The department has continued to be an everevolving organization focused on providing
world-class fire and emergency services to the
community.
South Metro Fire Rescue serves an approximate population of 540,000 residents, plus thousands more
that are employed within the community. SMFR serves 12 municipalities, and their coverage area has
grown exponentially over the last few decades. That growth and increase in population has and will
provide for specific risks for which South Metro Fire Rescue considers, prepares, and deploys its
resources.
Today, SMFR reflects on its history and remains committed to providing all-hazards emergency services
and education to its community with flexibility, integrity, and accountability. South Metro Fire Rescue
continues to honor its community with the provision of quality services through its proactive focus on
risks and deployment from 30 stations that are located strategically throughout the 287 square miles of
coverage area. Staffed to support the community, SMFR embraces its future vision and excellence in
service delivery.
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Organizational Structure
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Community-Driven Strategic Planning

For many successful organizations, the voice of the community drives their operations and charts the
course for their future. A community-driven emergency service organization is one that seeks to gather

and utilize the needs and expectations of its community in the development and/or improvement of the
services provided. To ensure that the community remains a focus of an organization’s direction, a
community-driven strategic planning process was used to develop this strategic plan.
A strategic plan is a living management tool that provides short-term direction, builds a shared vision,
documents goals and objectives, and optimizes the use of resources. The process of strategic planning
can be defined as “a deliberative, disciplined approach to producing fundamental decisions and actions
that shape and guide what an organization (or other entity) is, what it does, and why.” 1
Effective strategic planning benefits from a consistent and cohesively structured process employed across
all levels of the organization. Planning is a continuous process, one with no clear beginning and no
defined end. While plans can be developed on a regular basis, it is the process of planning that is
important, not the publication of the plan itself. Most importantly, strategic planning can be an
opportunity to unify the management, employees, and stakeholders through a common understanding
of where the organization is going, how everyone involved can work to that common purpose, and how
progression and success will be measured.
The Community–Driven Strategic Planning Process Outline
1.

Define the programs provided to the community.

2.

Establish the community’s service program priorities and expectations of the organization.

3.

Identify any concerns the community may have about the organization, along with aspects of the
organization that the community views positively.

4.

Revisit the mission statement, giving careful attention to the services and programs currently
provided, and which logically can be provided in the future.

1

5.

Revisit the values of the organization’s membership.

6.

Identify the internal strengths and weaknesses of the organization.

7.

Identify areas of opportunity or potential threats to the organization.

8.

Identify the organization’s critical issues and service gaps.

9.

Determine strategic initiatives for organizational improvement.

10.

Establish a realistic goal and objectives for each initiative.

11.

Identify implementation tasks for the accomplishment of each objective.

12.

Determine the vision of the future.

13.

Develop organizational and community commitment to accomplishing the plan.

See Definition, Purpose, and Benefits of Strategic Planning (Bryson 8)
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Process and Acknowledgements
The Center for Public Safety Excellence (CPSE) acknowledges and thanks the community and
department stakeholders for their participation and input into this community-driven strategic planning
process. The CPSE also recognizes Fire Chief Bob Baker and the team of professionals that participated
for their leadership and commitment to this process.
Development of this strategic plan took place in Fall 2020, beginning with meetings hosted by a
representative from the CPSE for members of the community (as named in the following table). The
department identified community stakeholders to ensure broad representation. The community
stakeholders were comprised of individuals who reside or work within the South Metro Fire Rescue’s
coverage area and individuals who were recipients of SMFR’s service(s).
South Metro Fire Rescue Community Stakeholders
Tom Brook
Denver South

Dan Dertz

Douglas County

Susan Harmon

Jim Cleveland

Rich Cosgrove

Gerry Cummins

Town of Parker

Douglas County Schools

CenCon

David Dumond

Eric Eddy

Lockheed Martin

City of Centennial

Mike Endres

SMFR Citizens Academy

Jeffco School Board

Michael Hill

Seth Hoffman

Kevin Hougen

SMFR Citizens Academy

City of Lone Tree

Aurora Chamber of Commerce

Nancy Jackson

John Jackson

Tim Johnson

Mark Lampert

Arapahoe County

Greenwood Village

Douglas County OEM

Four Square Mile Group

Jackie Millet

Terry Nolan

Michael Penny

Stephanie Piko

City of Lone Tree

Highlands Ranch Metro District

City of Castle Pines

City of Centennial

Sue Roche

John Sheldon

Scott Pocsik
Jefferson County

Todd Spanier
Arapahoe County

SMFR Citizens Academy

Debra Stewart

SMFR Citizens Academy

Greenwood Village

Robin Swartzbacker
SMFR Citizens Academy
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Jim Tsurapas
Parker PD

Amy Sherman

Douglas County Chamber

Kirk Wilson
City of Lone Tree

Community Group Findings
A key element of the South Metro Fire Rescue’s organizational philosophy is having a high level of
commitment to the community, as well as recognizing the importance of community satisfaction. Thus,
the department invited community representatives to provide feedback on services provided by the
department. Respondents were asked to provide a prioritized perspective of the programs and services
provided by the department. Additionally, input was gathered during the meeting that revolved around
community expectations and concerns (prioritized), as well as positive and other comments about the
organization. Specific findings of the community stakeholders are provided in the appendix of this
document. The department stakeholders utilized the full feedback from the community stakeholders in
understanding the current challenges encountered within the organization. Additionally, the community
stakeholders’ feedback provided a process to ensure alignment with the work completed on the
organizational mission, values, vision, and goals for improvement.

Community Priorities
To best dedicate time, energy, and resources to services most desired by its community, South Metro
Fire Rescue needs to understand what the customers consider to be their priorities. With that, the
community stakeholders were asked to prioritize the programs offered by the department through a
process of direct comparison. The results were as follows:
Programs

Ranking

Score

Emergency Medical Services

1

211

Fire Suppression

2

174

Technical Rescue

3

131

Wildland Firefighting

4

128

Emergency Preparedness and Management

5

118

Hazardous Materials Mitigation

6

108

Swat Medic

7

105

Fire Prevention and Life Safety

8

103

Aircraft Rescue and Firefighting

9

78

Community Risk Reduction

10

71

Dive Rescue

11

58

Fire Investigation

12

56

See Appendix 1 for a complete list of the community findings, including expectations, areas of concern,
positive feedback, and other thoughts and comments.
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Department Stakeholder Group Findings
The department stakeholder work sessions were conducted over the course of three days. These sessions
served to discuss the organization’s approach to community-driven strategic planning, focusing on the
department’s mission, values, core programs, and support services. Additionally, focus was given to the
organization’s perceived strengths, weaknesses, opportunities, and threats. The work sessions involved
participation by a stakeholder group that represented a broad cross-section of the department, as named
and pictured below.
Jon Adams
Operations

South Metro Fire Rescue Stakeholders
Breann Aragon
Jamin Cook

John Curtis

Finance

Local 2086

Mike Dell’Orfano

Mark Dzengelewski

Kristin Eckman

Government Affairs

Local 2086

Communications

Fire Marshal’s Office

Sean Fontaine

John Frank

Scott Freel

Vincent Garcetti

Operations

Fleet Services

Operations

Operations

Aaron Goedeker

EMS

Tyler Everitt

Special Operations

Information Technology

Jeremy Hixon

Mikel Hogestad

Erin Lamb

Spencer Luft

Jake Mayhew

Brian McCoy

Kevin Milan

Logistics

Training

Operations

Support Services

Operations

Operations

Theo Mink

Dillon Miskimins

Isela Nejbauer

Jerry Rhodes

SMFR Safety Foundation

Finance

Human Resources

Community Services

Sara Shover

Kim Spuhler

Scot Swindall

Jeff Tasker

MetCom

Community Risk Reduction

Accreditation Manager

Carla Thomas

Vince Turner

Chris Wells

Wayne Zygowicz

Human Resources

Resource Development

Operations

Facilities

Department Stakeholders
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Operations

Vision
South Metro Fire Rescue’s established organizational vision statement – Vision 2020 – remains relevant
for the agency and the community. It reads as follows:

To be a best-in-class, all-hazards prevention, mitigation, and response
organization that supports a safe, healthy, growing community; a leader in risk
reduction, preparedness, service delivery, and operational effectiveness; highly
valued as a community and business partner and as an employer of choice; and
well-positioned to proactively meet the needs of our changing demographic and
businesses while maintaining fiscal strength and stability.

Mission
The mission provides an internal aspect of the existence of an organization and, to a degree, an
empowering consideration for all department members. The purpose of the mission is to answer the
questions:


Who are we?



Why do we exist?



What do we do?



Why do we do it?



For whom?

A workgroup met to revisit the
existing

mission

and,

after

ensuring it answered the questions, the following mission statement was created, discussed, and accepted
by the entire group:

South Metro Fire Rescue is a world-class organization that serves the public by
protecting lives and property through our dedication to training, prevention,
mitigation, and response.
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Values
Values embraced by all members of an organization are extremely important, as they recognize the
features that make up the personality and culture of the organization. A workgroup met to revisit the
existing values and proposed a revision that was discussed, enhanced further, and agreed upon by the
entire group:

We are stewards of the public trust who value the equitable treatment of all.
We foster strong community ties through integrity, compassion,
and unwavering professionalism.
The vision, mission, and values are the foundation of this organization. Thus, every effort will be made
to keep these current and meaningful so that the individuals who make up South Metro Fire Rescue are
guided by them in the accomplishment of the goals, objectives, and day-to-day tasks.

Programs and Services
In order to ensure a deeper focus exists in determining issues and gaps within an organization, there
must be a delineation between core programs and supporting services. Core programs are those core
deliverables provided by the department. Supporting services are all of the internal and external
programs and services that help SMFR deliver its core programs.
The importance of understanding the difference is that issues and gaps may exist in core programs or
supporting services, and the department’s strategic approach may bring forth different considerations
for improvement. Additionally, supporting services may be internal or external to the organization and
requires understanding how the difference impacts their location within the analysis of strengths,
weaknesses, opportunities, and threats if identified. Finally, it is important that the department
stakeholders understand that in order to deliver the identified core programs, many local, state, and
national supporting services support its delivery.
Through a facilitated brainstorming session, the department stakeholders agreed upon the core
programs provided to the community, as well as many of the supporting services that support the
programs. This session provided an understanding of the differences and the important key elements of
the delineation.
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SWOT Analysis
Through a SWOT analysis (strengths, weaknesses, opportunities, and threats), an organization candidly
identifies its positive and negative attributes. The SWOT analysis also provides an opportunity for an
organization to evaluate its operating environment for areas in which it can capitalize, as well as those
that pose a danger. Department stakeholders participated in this activity to record SMFR’s strengths and
weaknesses, as well as the possible opportunities and potential threats. Information gathered through
this analysis provides guidance toward the larger issues and gaps that exist within the agency. The
information gleaned will assist the agency in finding its broader critical issues and service gaps.
Appendix 2 consists of the SWOT data and analysis collected by the department stakeholders.

Department Stakeholders Work Session

Critical Issues and Service Gaps
Following the identification and review of the department’s SWOT, two separate groups of department
stakeholders met to identify themes as primary critical issues and service gaps (found in Appendix 3).
The critical issues and services gaps identified by the stakeholders provides further guidance toward
identification of the strategic initiatives, which will ultimately lend direction for the development of
goals, objectives, critical tasks, and timelines.
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Strategic Initiatives
Based upon all previously captured information and the determination of critical issues and service gaps,
the following strategic initiatives were identified as the foundation for the development of goals and
objectives.
South Metro Fire Rescue’s Strategic Initiatives
Community Connectivity

Workforce Connectivity

Internal Communications

Growth Management
Accreditation

Goals and Objectives
To continuously achieve the mission of the South Metro Fire Rescue, realistic goals and objectives with
timelines for completion must be established. These will serve to enhance strengths, address identified
weaknesses, provide a clear direction, and address the concerns of the community. These should become
a focus of the department’s efforts, as they will direct the organization to its desired future while reducing
the obstacles and distractions along the way. Leadership-established workgroups should meet and
manage progress toward accomplishing these goals and objectives and adjust timelines as needs and the
environment change. Regular reports of progress and changes should be shared with SMFR’s leadership.
Goal 1

Strengthen community relationships through education, collaboration,
communication, and transparency to increase the public’s trust and belief in South
Metro Fire Rescue’s world-class service.

Objective 1A

Develop a branding strategy that captures the essence of who South Metro Fire
Rescue is and why it is a world-class organization.

Timeframe

Critical Tasks

3-6 months
Executive Communications
Assigned to:
 Executive Team members create a branding committee made up of representatives from
every bureau/division.
 The branding committee will do the following:
o Seek funding and approval
o Consider if we have the appropriate organizational name for our geographical area
o Develop a department-wide motto
o Review all logos and symbols
o Review uniform policies
o Develop a plan for aligning all bureaus/divisions to meet the new branding
strategy
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Objective 1B
Timeframe

Critical Tasks

Objective 1C
Timeframe

Critical Tasks

Objective 1D
Timeframe

Critical Tasks

Develop a list of community leaders and influencers for future and ongoing
collaboration.
1-2 months
Executive Communications
Assigned to:
 Research and identify subsets of SMFR’s demographics not currently represented.
 Utilize assistant divisions who have experience with existing connections for their
contact lists.
 Utilize public information officers and social media analytics to develop a list of
influencers.
 Utilize the Fire Marshal’s Office to create a list of business leaders within our
community.

Identify communication and information gaps within our communities.

3-6 months
Executive Communications
Assigned to:
 Use the developed list to poll identified groups to access the following:
o Information needs
o Communities’ wants and desires versus current initiatives
o Preferred methods of communication
 Survey all division/bureau heads to identify and coordinate appropriate messaging that
is core to supporting our mission.
 Synthesize content gathered internally and externally.

Develop appropriate communication modalities in order to reach diverse
populations and implement a system to disseminate information and facilitate a
dialogue with the community.
6-12 months
Executive Communications
Assigned to:
 Coordinate internal and external messaging.
 Liaison with communication experts to determine strategy.
 Develop a list of different modalities and decide when and where to apply them
appropriately.
 Executive Communications to survey stakeholder list annually to measure the desired
message being received from the community.
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Goal 2

Become an employer of choice to achieve a highly qualified and diverse workforce
with strong organizational morale.

Objective 2A

Prevent and mitigate the conditions that result in negative impacts to the overall
mental and physical wellness of the workforce.

Timeframe

Critical Tasks

24-36 months
Employee Services
Assigned to:
 Identify the resources and bureaus that would conduct the research, develop a
committee, and manage the critical tasking identifying and analyzing the physical and
mental conditions affecting SMFR employees.
 Research potential initiatives to address the identified physical and mental conditions
affecting SMFR members.
 Related initiatives: PTSI, mental health, suicide, substance abuse, sleep deprivation,
work schedules, cancer, and cardiac-related issues.
 Research initiatives implemented in other agencies for identifiable best practices.
 Develop preventative and mitigative programs based upon the research and
prioritization that supports enhancing employee physical and mental wellness.
 Determine funding needs associated with implementing the proposed initiatives
through SMFR and the district insurance provider.
 Implement the initiatives into the wellness plan.
 Implement a study group in each of the identified programs to determine the
effectiveness of the programs and determine system changes to enhance the programs.
 Revise the programs based on the results of focus groups using results-based data to
provide guidance for further development and implementation.
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Objective 2B
Timeframe

Critical Tasks

Objective 2C
Timeframe

Critical Tasks

Evaluate and improve professional development within the organization to
provide for succession planning and workforce strengthening.
12-24 months
Employee Services
Assigned to:
 Identify the resources and bureaus that would conduct the research, develop a
committee, and manage the critical tasking identifying and analyzing the current and
best practices for professional development processes.
 Research potential initiatives to address the identified professional development needs
for SMFR.
 Related initiatives: mentorship development, professional development, and succession
planning.
 Research initiatives implemented in other agencies for identifiable best practices.
 Develop initiatives based upon research and prioritization that support enhancing
professional development within SMFR.
 Determine funding needs associated with implementing the proposed initiatives.
 Implement the initiatives into the organizational plan.
 Implement a study group in each of the identified programs to determine the
effectiveness of the programs and determine system changes to enhance the programs.
 Revise the programs based on the results of focus groups using results-based data to
provide guidance for further development and implementation.

Evaluate and improve the recruitment of a highly talented, diverse, and invested
workforce.

18-24 months
Employee Services
Assigned to:
 Identify the resources and bureaus that would conduct the research and analyze the
current and best practices for the recruitment of a highly talented, diverse, and invested
workforce.
 Research potential processes to address the identified recruitment needs for SMFR.
 Related initiatives: recruiting streams, diversified applicants, consistent processes, and
minimum requirements.
 Research initiatives implemented in other agencies for identifiable best practices.
 Develop processes based upon the research and prioritization that supports enhancing
recruitment within SMFR.
 Determine funding needs associated with implementing the proposed initiatives.
 Implement the processes into the organizational plan.
 Implement a study group in each of the identified processes to determine the
effectiveness and determine system changes.
 Revise the processes based on the results of focus groups using results-based data to
provide guidance for further development and implementation.
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Objective 2D
Timeframe

Critical Tasks

Objective 2E
Timeframe

Critical Tasks

Evaluate and improve the onboarding of a highly talented, diverse, and invested
workforce.
18-24 months
Employee Services
Assigned to:
 Identify the resources and bureaus that would conduct the research, develop a
committee, and identify and analyze the current and best practices for onboarding of
SMFR employees.
 Research potential processes to address the identified concerns with onboarding of
SMFR employees.
 Related initiatives: establish a consistent and timely process, agency expectations, new
employee support needs, and cultural integration.
 Research initiatives implemented in other agencies for identifiable best practices.
 Develop processes based upon the research and prioritization that supports enhancing
employee onboarding for SMFR.
 Determine funding needs associated with implementing the proposed initiatives.
 Implement the processes into the organizational plan.
 Implement a study group in each of the identified processes to determine the
effectiveness and determine system changes.
 Revise the processes based on the results of focus groups using results-based data to
provide guidance for further development and implementation.

Evaluate and improve the retention of a highly talented, diverse, and invested
workforce.

24-36 months
Employee Services
Assigned to:
 Identify the resources and bureaus that would conduct the research, develop a
committee, and analyze the current and best practices for retention of SMFR employees.
 Research potential processes to address the identified concerns with the retention of
SMFR employees.
 Related initiatives: personal financial education, salary and benefits, compensation and
comparative benefits market, build and uphold an inclusive culture, and employee
recognition programs.
 Research initiatives implemented in other agencies for identifiable best practices.
 Develop processes based upon the research and prioritization that supports enhancing
retention within SMFR.
 Determine funding needs associated with implementing the proposed initiatives.
 Implement the processes into the organizational plan.
 Implement a study group in each of the identified processes to determine the
effectiveness and determine system changes.
 Revise the processes based on the results of focus groups using results-based data to
provide guidance for further development and implementation.
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Objective 2F
Timeframe

Critical Tasks

Evaluate and improve the successful transition of existing employees into
retirement.
Employee Services
• 36-48 months
Assigned to:
 Identify the resources and bureaus that would conduct the research, develop a
committee, and analyze potential processes to address the identified concerns for the
successful transition of existing employees into retirement.
 Related initiatives: retiree healthcare options, physical/mental wellness,
social/department connections, and personal financial education.
 Research initiatives implemented in other agencies for identifiable best practices.
 Develop processes based upon the research and prioritization that supports enhancing
successful employee transition into retirement for SMFR.
 Determine funding needs associated with implementing the proposed initiatives.
 Implement the processes into the organizational plan.
 Implement a study group in each of the identified processes to determine the
effectiveness and determine system changes.
 Revise the processes based on the results of focus groups using results-based data to
provide guidance for further development and implementation.
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Goal 3

Evaluate and address the impacts of growth within South Metro Fire Rescue to
better manage the current and future needs and progression of the organization.

Objective 3A

Envision and support the desired culture within the organization.

Timeframe

Critical Tasks

Objective 3B
Timeframe

Critical Tasks

Objective 3C
Timeframe

Critical Tasks

12-24 months
Employee Services
Assigned to:
 Gather a team of diverse internal stakeholders from department bureaus to create a
vision and structure for the desired culture.
 Revise and update department policies and formal documents to align with
the vision and drive the culture.
 Implement the vision through strategic communication and programs.
 Maintain communication with the Executive Team through reports, analysis findings,
and recommendations.

Evaluate the impact on department resources, e.g., staffing, programs, facilities,
and equipment.

12-24 months
Business Services
Assigned to:
 Create a team/focus group to oversee and manage the evaluation process.
 Meet with bureau heads and a cross-section of department staff to identify specific areas
impacted by growth.
 Prioritize problems and gaps within each division and bureau.
 Determine current and future needs for each division and bureau.
 Develop a plan to measure and mitigate impact.

Analyze the financial effects of growth and future funding needs.

12-24 months
Business Services
Assigned to:
 Meet with bureau heads department staff to identify funding needs directly associated
with department growth.
 Prioritize the bureau and division’s list based on predefined parameters.
 Evaluate the impact of external factors on funding.
 Report the analysis findings to the Executive Team for recommendations and further
direction.
 Develop a departmental implementation plan addressing budget items, timelines, and
key performance indicators.
 Disseminate information from the executive team to the department divisions and
bureaus.
 Discuss strategies moving forward with the SMFR Board of Directors.
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Goal 4

Enhance internal communications within South Metro Fire Rescue to drive clear
and interactive communication that inspires, engages and promotes a positive
culture within the organization.

Objective 4A

Identify and evaluate existing internal communications channels within the
organization to determine areas for improvement.

Timeframe



Critical Tasks




Objective 4B
Timeframe

Critical Tasks

Executive Communications
Assigned to:
Create a diverse focus group of internal stakeholders (Line, Administrative, Support,
etc.) to review internal channels of communication.
Meet with the group to identify potential areas for improvement within internal
communications channels.
Conduct gap analysis to identify strengths and weaknesses.
Identify and catalog best practices for internal communications from other agencies.
Develop an internal communications report documenting the stakeholder’s findings.

12 months

Design internal communications standards across the organization to provide
consistency and improve collaboration and engagement of personnel.
24 months
Executive Communications
Assigned to:
 Have focus group determine effective and consistent communications channels that
meet general and targeted needs.
 Design communications processes specifically to address needs.
 Seek input from internal stakeholders on the intended direction.
 Report and present findings and suggestions to the communications director and/or Eteam.
 Create policies and procedures to provide direction to staff/personnel.

Objective 4C

Implement and evaluate the new communications channels.

Timeframe

12 months
Executive Communications
Assigned to:
 Develop goals and objectives and a timeline for the implementation of new
communications strategies.
 Communicate new internal procedures to the organization.
 Establish a point person for follow up questions and feedback and to oversee quality
improvement.
 Implement the new process.
 Seek input from the new process.
 Conduct ongoing analysis of the effectiveness of communications channels.
 Report and present findings and suggestions to the Executive Team on a quarterly basis.
 Reevaluate communications channels on an annual basis and revise as necessary.

Critical Tasks
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Goal 5

Prepare for, pursue, achieve, and maintain international accreditation to better
serve our community and to embrace excellence.

Objective 5A

Form team or committee structures with management components as needed to
pursue and maintain accreditation.

Timeframe

Critical Tasks

Objective 5B
Timeframe

Critical Tasks

30 days
Business Services
Assigned to:
 Identify the needed team or committee structure(s) for the various components of the
accreditation process.
 Create the management oversight positions to lead the teams or committees, as well as
the process overall.
 Establish a team or committee member criteria.
 Determine the composition of the teams or committees.
 Solicit participation to meet the composition of the teams or committees.
 Develop and complete the selection process.
 Provide for the needed educational components provided through the Commission on
Fire Accreditation International to ensure the relevant members have the needed
training.

Develop a community-driven strategic plan.

3 months and on-going
Business Services
Assigned to:
 Hold an external stakeholder meeting where community members provide feedback on
program priorities, service expectations, concerns, and strengths perceived about SMFR.
 Provide internal stakeholder work sessions to evaluate (and update if necessary) the
mission, vision, and values; determine internal strengths and weaknesses, external
opportunities, and threats.
 Establish critical issues and service gaps. Determine specific strategic initiatives.
 Develop goals, objectives, critical tasks, and appropriate timelines to include levels of
measurability to achieve over five years.
 Create a vision for the developed strategic plan.
 Publish and distribute the formal strategic plan to stakeholders as determined by the
organization.
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Objective 5C
Timeframe

Critical Tasks

Objective 5D
Timeframe

Critical Tasks

Objective 5E
Timeframe
Critical Tasks

Objective 5F
Timeframe

Critical Tasks

Implement the community-driven strategic plan.

3 months, on-going
Business Services
Assigned to:
 Create a strategic planning subcommittee to review the draft strategic plan.
 Provide internal stakeholder work sessions to evaluate (and update if necessary) the draft
mission, vision, and values; determine internal strengths and weaknesses, external
opportunities and threats; establish critical issues and service gaps.
 Evaluate goals and objectives within the draft plan, and further define critical tasks as
needed to ensure clarity with each goal.
 Determine a work plan for the accomplishment of each goal and implement the plan.
 Annually evaluate objectives accomplished with the plan.
 Report annual plan progress to internal and external stakeholders.

Conduct a community hazards and risk assessment and publish a Community
Risk Assessment - Standards of Cover document.

6 – 12 months
Assigned to: Business Services
 Obtain instruction on hazard and risk assessment and standards of cover preparation.
 Perform community hazards and risk assessment.
 Evaluate historical community emergency response performance and coverage.
 Establish benchmark and baseline emergency response performance objectives.
 Establish and publish the Community Risk Assessment - Standards of Cover.
 Maintain and annually update the Standards of Cover document.

Conduct and document a self-assessment of the department utilizing the
CPSE/CFAI Fire and Emergency Services Self-Assessment Manual criteria.
6 months
Assigned to: Business Services
 Obtain instruction on writing a CFAI self-assessment manual.
 Assign self-assessment manual category and criterion writing to the department
accreditation committee/team members as appropriate.
 Review self-assessment and ensure all reference items are in order.

Achieve agency accreditation by the CFAI.

4 months
Assigned to: Business Services
• Apply for “Candidate Agency” status with the CFAI.
• Prepare for the CFAI Peer Assessor Team visit.
• Upload Strategic Plan, Standards of Cover, and Self-Assessment Categories and Criterion
for review and comment by CFAI Peer Team.
• Host CFAI Peer Team site visit for accreditation review.
• Receive CFAI Peer Team recommendation to CFAI for Accredited status.
• Receive vote during the CFAI hearings in favor of Accredited status.
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Objective 5G
Timeframe

Critical Tasks

Maintain accreditation with the CFAI.

Ongoing
Assigned to: Business Services
• Submit the required Annual Compliance Reports.
• Attend CFAI “Dayroom Discussion” web-meetings for continued education.
• Participate in the accreditation process by providing “peer assessors” for external
department review and identification of possible best practices.
• Participate in the annual CPSE Excellence Conference for continued education and
networking with other accreditation teams and accredited agencies.
• Submit Annual Compliance Reports as required by CFAI policies.
• Establish succession development of internal accreditation team in preparation for the next
accreditation cycle.
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Strategic Plan Vision
On the final day of the process, the CPSE presented a strategic
plan vision of where the organization will be in the future if the
strategic plan is accomplished. This is not to override the
department’s global vision but rather to confirm the futurity of

“Vision is knowing who you are,
where you’re going, and what
will guide your journey”

the work that was designed by the department stakeholders. This

Ken Blanchard

vision is intended as a target of excellence to strive toward and provides a basis for its goals and objectives.

South Metro Fire Rescue’s 2025 Vision
South Metro Fire Rescue is to be widely known for our dedication to the protection of our
community, our employees, and their families. We proudly value integrity, professionalism, the
public trust, compassionate and equitable treatment of all, and strong community ties as we strive to
fulfill our mission. This vision, our true futurity, will only become a reality by accomplishing our
goals. We will become this future by…

Sincerely dedicated to our community, we will work to ensure our connectivity to our most
important assets, our public. They will receive world-class responses in both emergency and nonemergency situations, delivering these services in a manner that is second to none.

Maintaining a strong connection to our workforce and their families, we will ensure that hiring,
promotions, retention, and health and wellness of our members remain at the forefront of our
focus to ensure a healthy and nurtured labor force.

Forever and intensely attentive to growth management, we will ensure that our internal and
external stakeholders are provided services in a manner that reflects our sincere desire to provide
a strong local connection to all as we continue to professionally manage our increasing scope and
mission.

Remaining hyper-focused on our internal communications, we will provide transparent
leadership in a manner that takes care of our most valuable resource, our people.
We endeavor to live our purpose and values as we deliver our mission, accomplish our goals, and
bring this vision to fruition.
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Performance Measurement
To assess and ensure that an organization is
delivering on the promises made in the strategic
plan, the organization’s leaders must determine
performance measures for which they are fully
accountable. As output measurement can be
challenging, the organization must focus on the
assessment

of

progress

toward

achieving

improved output. Organizations must further be
prepared to revisit and revise their goals,

• If you don’t measure the results of your plan, you
can’t tell success from failure.
• If you can’t see success, you can’t reward it.
• If you can’t reward success, you’re probably
rewarding failure.
• If you can’t see success, you can’t learn from it.
• If you can’t recognize failure, you can’t correct it.
• If you can demonstrate results, you can win
public support.

objectives, and performance measures to keep up
with

accomplishments

and

environmental

Reinventing Government
David Osborn and Ted Gaebler

changes.
To establish that the department’s strategic plan is achieving results, performance measurement data will
be implemented and integrated as part of the plan. An integrated process, known as “Managing for
Results,” will be utilized, which is based upon:
•

The identification of strategic goals and objectives;

•

The determination of resources necessary to achieve them;

•

The analyzing and evaluation of performance data; and

•

The use of that data to drive continuous improvement in the organization.

A “family of measures” typically utilized to indicate and measure performance includes:
• Inputs - Value of resource used to produce an output.
• Outputs – Quantifiable units produced that are activity-oriented and measurable.
• Efficiency - Inputs used per output (or outputs per input).
• Service Quality - The degree to which customers are satisfied with a program, or how accurately
or timely a service is provided.
• Outcome - Qualitative consequences associated with a program/service; i.e., the ultimate benefit
to the customer. Focused on the “why” of providing a service.
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The Success of the Strategic Plan
The department has approached its desire to develop and implement a strategic plan by asking for and
receiving input from the community and members of the organization during the development stage of
the planning process. To assist in the development of this plan, the department used professional
guidance to conduct a community-driven strategic planning process. The success of this strategic plan
will not depend upon implementation of the goals and their related objectives, but from support received
from the members of the organization and the community-at-large.
Provided the community-driven strategic planning process is kept dynamic and supported by effective
leadership and active participation, it will be a considerable opportunity to unify department and
community stakeholders. This can be accomplished through a jointly developed understanding of
organizational direction, focusing on all vested parties working to achieve the mission, goals, and vision.
Further consideration must be made on how the organization will measure and be accountable for its
progress and successes. 2

2

Matthews (2005). Strategic Planning and Management for Library Managers
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Glossary of Terms, Acronyms, and Initialisms
Accreditation

A process by which an association or agency evaluates and recognizes a program of
study or an institution as meeting certain predetermined standards or qualifications.
It applies only to institutions or agencies and their programs of study or their services.
Accreditation ensures a basic level of quality in the services received from an agency.

ARP

Arapaho Rescue Patrol

CDOT

Colorado Department of Transportation

CORA

Colorado Open Records Act

CFAI

Commission on Fire Accreditation International

CPSE

Center for Public Safety Excellence

Customer(s)

The person or group who establishes the requirement of a process and receives or uses
the outputs of that process; or the person or entity directly served by the department
or agency.

Efficiency

A performance indication where inputs are measured per unit of output (or vice
versa).

EMS

Emergency Medical Services

Environment

Circumstances and conditions that interact with and affect an organization. These can
include economic, political, cultural, and physical conditions inside or outside the
boundaries of the organization.

ET3

Emergency Triage Treatment and Transport

Input

A performance indication where the value of resources is used to produce an output.

MetCom

Metropolitan Area Communications Center

MDT

Mobile Data Terminal

Mission

An enduring statement of purpose; the organization’s reason for existence. Describes
what the organization does, for whom it does it, and how it does it.

Outcome

A performance indication where qualitative consequences are associated with a
program/service; i.e., the ultimate benefit to the customer.

Output

A performance indication where a quality or number of units produced is identified.

RAR

Residential Assessment Rate

SOP

Standard Operating Procedure
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Stakeholder

Any person, group, or organization that can place a claim on, or influence the
organization’s resources or outputs, is affected by those outputs, or has an interest in
or expectation of the organization.

Strategic Goal

A broad target that defines how the agency will carry out its mission over a specific
period of time. An aim. The final result of an action. Something to accomplish in
assisting the agency to move forward.

Strategic
Objective

A specific, measurable accomplishment required to realize the successful
completion of a strategic goal.

Strategic Plan

A long-range planning document that defines the mission of the agency and broadly
identifies how it will be accomplished, and that provides the framework for more
detailed annual and operational plans.

Strategic
Planning

The continuous and systematic process whereby guiding members of an organization
make decisions about its future, develop procedures and operations to achieve that
future, and determine how success is to be measured.

Strategy

A description of how a strategic objective will be achieved. A possibility. A plan or
methodology for achieving a goal.

SWOT

Strengths, Weaknesses, Opportunities and Threats.

Vision

An idealized view of a desirable and potentially achievable future state - where or what
an organization would like to be in the future.
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Appendix 1
Community Expectations
Understanding what the community expects of its fire service organization is critically important to
developing a long-range perspective. With this knowledge, internal emphasis may need to be changed
or bolstered to fulfill the community’s needs.
Respondents were asked to list, in priority order, up to five subjects relative to the expectations they have
for South Metro Fire Rescue. Responses were then analyzed for themes and weighted. The weighting of
the prioritized responses was as follows: if it was the respondent’s first entry, then it received five
weighted points. Weighting gradually decreased so that if it was the respondent’s fifth entry, then it
received one weighted point. The weighted themes were then sorted from the highest cumulative weight
to the lowest cumulative weight and listed below. The numbers in the parentheses are the cumulative
weighted value that correlated with the theme identified. While the themes are listed in prioritized,
weighted order, all responses were important in the planning process. The following are the expectation
responses of the community stakeholders:
Community Expectations of South Metro Fire Rescue
(in priority order)

1. Be fully trained to handle an incident; expertly trained personnel; fully capable of responding to all fire & emergency
medical situations; knowledge and ability to deliver excellent service; well-trained, compassionate human beings
responding; highly trained and ethical staff. (47)
2. Prompt emergency response; Fast and efficient response times; prompt response to emergencies; Rapid response goal 7:42 at 90%; prompt response =/< 5 minutes. (43)
3. Providing fire protection to residents and businesses; emergency fire response; protect lives; life safety; public safety;
public safety; life safety emergency response; protecting property. (42)
4. Advanced life care medical capacity availability; emergency EMS response; ensuring access to emergency medical
services. (28)
5. Coordination with local law enforcement; Responding to 911 calls with other first responders; collaboration with
local agencies; Collaborative emergency planning and response. (27)
6. Increase Communication and transparency with Community; work in cooperation with stakeholders; Public
engagement to keep everyone up to date on services available; Provide more Community Outreach to educate public
on all the services provided by SMFR. Most people think all firefighters do is put out fires; “Community Presence” respected & admired - community awareness & education. (24)
7. Expand Services for Community Risk Reduction by offering the Citizens Academy more often; Neighborhood
planning for safety and enforcement of codes and ordinances; prevention; teaching people how to prevent fires. (20)
8. Putting out fires; fire mitigation. (16)
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9. Responsible fiscal management of taxpayer resources; financial stability; financial sustainability; Living within
existing revenues and means and not constantly looking for more money for all the ‘great things the community
wants us to be’ - we know this game. (13)
10. Best equipment/technology; a well-equipped & trained firefighting & EMS force; equipment to handle situations.
(11)
11. Enforcement of building codes and other applicable standards; Regular inspections of businesses; support for new
construction/inspections; Fire code compliance guidance. (8)
12. Adequate resources to meet needs of district; Increase funding for technical rescues to purchase hydraulic
equipment that raises itself instead of firefighters having to lift 80 lb. hydraulic equipment that puts wear and tear
on their bodies and increases workmen’s comp cases. (7)
13. Recognizing the human component of the incident - people’s individual reactions and what they need to get through
the incident; appropriate response to mental health or behavioral health crises; taking care of people in emergency
situations. (7)
14. Prevent disasters manmade; Coordinating efforts during a disaster. (6)
15. Interagency communication plan. (6)
16. Come when I call. (5)
17. Continue to provide excellent service to the communities within the district. (5)
18. Ability to respond to size snd complexity of continuing rapid growth in the service area. (4)
19. Protect property. (4)
20. Paramedic, first responders. (4)
21. Planning and preparing for natural and manmade disasters or events. (4)
22. Ability to respond and handle fire/crisis incidents effectively. (4)
23. Quick turnaround on plan review and inspections; Safety permits in commercial buildings. (4)
24. Inform and educate; educating the public on fire safety. (4)
25. Maintain infrastructure for long term success. (4)
26. Attraction and retention of qualified staff. (2)
27. Breaking 100 years of tradition and being real about community needs in the future and not rinsing and repeating
what’s been done. (2)
28. Taking care of the responders and their family - worrying about themselves or their family takes away from them
dealing with the incident. (1)
29. Firefighter Health and wellness. (1)
30. Educating jurisdictional leadership and staff on fire safety. (1)
31. Well maintained apparatus. (1)
32. F ire Investigation. (1)
33. Understanding community priorities for growth. (1)
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Areas of Community Concern
The planning process would be incomplete without an expression from the community stakeholders
regarding concerns about the organization. Some areas of concern may, in fact, be a weakness within the
delivery system, while some weaknesses may also be misperceptions based upon a lack of information,
understanding, or incorrect information.
Respondents were asked to list, in priority order, up to five concerns they have about or for the
department. Responses were then analyzed for themes and weighted. The weighting of the prioritized
concerns was as follows: if it was the respondent’s first entry, then it received five weighted points.
Weighting gradually decreased so that if it was the respondent’s fifth entry, then it received one weighted
point. The weighted themes were then sorted from the highest cumulative weight to the lowest
cumulative weight and listed below. The numbers in the parentheses are the cumulative weighted value
that correlated with the theme identified. While the themes are listed in prioritized, weighted order, all
responses were important in the planning process. The following are the concerns of the community
stakeholders prioritized and weighted accordingly:
Areas of Community Concern about South Metro Fire Rescue
(verbatim, in priority order)

1.

Gallagher Amendment, future revenues; funding if de-Gallagher does not pass; The necessary funding to meet
needs of the district; Gallagher - impact on RAR and revenue; Shrinking tax base resulting in budget cuts. (50)

2.

Ability to respond quickly in view of significantly increased vehicle traffic; Time of response for medical calls;
response times increasing. (15)

3.

Overuse of emergency response resources for non-emergency mental health or substance use crises; the overuse of
emergency department as a destination for inebriates; overuse of emergency department for unhoused persons
feigning medical symptoms. (12)

4.

SMFR has grown very quickly by taking over other fire districts. Growth of this magnitude requires special attention
so as not to lose sight of your purpose; It’s large size and disparate constituencies - focus/prioritization of efforts
and resources. (11)

5. Large organizations, while doing the same thing, have greater complexities. Please don’t let the served community
become numbers or widgets; Does the large size of the district equal quality services or spread too thin? Size of
organization and communications. (11)
6.

Lack of coordination with local law enforcement and PIOs. (10)

7.

Best use of tax dollars to deliver services; cost; Special district financial impacts. (10)

8.

More solution-oriented approach with areas of concern. (10)

9.

Do we have adequate staff? adequate staffing. (9)

10. Technical depth and breadth required in order to meet expectations. (8)
11. Providing the necessary training for personnel.; improved joint training. (7)
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12. Resources; funding new equipment. (7)
13. Need more community education so community members can better understand and support SMFR mission and
values; sharing what the Fire District does with its residents thru open houses, etc. (6)
14. Coverage. (5)
15. Limited community understanding of all the wonderful things that SMFR does. (5)
16. The movement of medical services from Station 37. (5)
17. Familiarity with our campus. (5)
18. Lack of willingness to break tradition and being real about what the future is. (5)
19. Recruitment of first responders. (5)
20. Health of line personnel; Health and wellness. (5)
21. High fees for special events. (4)
22. Possible mitigation issues that affect urban/wildlife interface. (4)
23. Limited community knowledge of all the technical training that a firefighter goes through. (4)
24. Managing differing expectations across the largest fire district in the state. (4)
25. Future workforce needs. (4)
26. Living in Littleton we enjoyed a personable relationship with our fire department. Now we are only one of a much
larger organization that doesn’t have the same relationship - small fish in a big pond. (4)
27. Do we have the right equipment? (4)
28. Potential hazardous worksites & businesses. (4)
29. Ensuring communication and equity across the large district. (4)
30. Governance, as the organization gets larger. (4)
31. Fire code and compliance support (focused on enforcement). (4)
32. Is it being asked to do too much? (4)
33. Inspections and permits. (4)
34. Lack of willingness to break tradition! (4)
35. Emergency preparedness; Could use more proactive and collaborative emergency planning. (3)
36. Safety re: violent patients. (3)
37. Major expenditures on rare use activities - dive team, etc. (3)
38. Lack of respect & appreciation by segments of the community. (3)
39. Constant desire for new and shiny toys without focus and constraint. (3)
40. Adequate numbers of new workforce applications. (3)
41. Potential for terrorists or other group violence/damage - plugged in awareness from other agencies with
responsibility to be on top of them - how are you kept in the loop? (3)
42. Costly inspections temp use of structures. (2)
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43. Plan review and inspection impact on economic development. (2)
44. Board members should be required to go through the SMFR Citizens Academy so they have a holistic view of the
department and its needs so they can make decisions in the best interest of SMFR. (2)
45. While the south metro area has not experienced the riots, larger cities have, what is your plan if that happens? How
will you handle incidents with potential life-threatening riots tenuously complicating the matter? (2)
46. Does the general public know what district they are in? (2)
47. Number of challenges facing our communities - budget, COVID, civil unrest. (2)
48. Training opportunities. (2)
49. The perpetual need for judgment in non-critical situations - i.e., fire codes and permits - rigid rules can be used as
a cudgel and stifle rationale thought and judgment. How to balance rules with the real situational risk? (2)
50. Morale/ overworking. (2)
51. Continuing to live with the old style of we are a fire district even though we know it’s all medical now. (2)
52. Professionalism of line staff. (1)
53. Protection of employees in hostile situations (Riots). (1)
54. Have the present Covid 19 circumstances affected SMFR’s budget as it has in many governments? If so, how are
you handling it? (1)
55. Does the public have a point of contact for the district? (1)
56. Partisan politics spilling into this. (1)
57. Compensation. (1)
58. Unwilling to push the envelope and really shift to meet the modern world. (1)

Positive Community Feedback
The CPSE promotes the belief that, for a strategic plan to be valid, the community’s view on the
organization’s strengths must be established. Needless efforts are often put forth in over-developing areas
that are already successful. However, proper utilization and promotion of the strengths may often help
the organization overcome or offset some of the identified weaknesses.
Positive Community Comments about South Metro Fire Rescue
(verbatim, in no particular order)
•

Strong culture of servant leadership.

•

SMFR Citizens Academy was very informative and should be offered more often and expanded to a wider audience.

•

ISO rating of 1 saves on insurance rates for many residents.

•

Community outreach programs are excellent.

•

They are great partners.

•

New businesses have reported good timing on permits.
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•

Capabilities of the department.

•

Technical skills and service resources.

•

Engaged in diversity and inclusion.

•

Quick response times.

•

South Metro has a positive image in the community.

•

Improving response times.

•

Great personnel at all levels.

•

Plan review for new buildings and subdivision has been very thorough and timely.

•

Strong working relationship with local law enforcement.

•

A highly principled organization with noteworthy values at the forefront.

•

Great working relationship with local law enforcement partners.

•

Always responds when I have questions or concerns.

•

Engaged with community.

•

Response times.

•

Great communication.

•

Community orientation is critical - awareness of what is going on locally in each area.

•

Positive community connection.

•

Citizens have a positive feeling on SMFD.

•

Great command and line staff.

•

Great staff and Chief.

•

Very responsive to fire/ems calls.

•

SMFR interest in getting community input is admirable.

•

Knowing that SMFR is in a very select group of fire departments with an ISO 1 rating and be accredited.

•

EMT school quality.

•

They think into the future, invest in the future of success.

•

Lots of community events (pre-pandemic).

•

Excellent response to emergencies.

•

Professionalism in service delivery.

•

Partnerships in our communities.

•

Having 4 responders vs 3.

•

SMFD has an excellent response time.

•

Highly trained firefighters and paramedics.

•

Risk reduction program is excellent.
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•

Community engagement has been positive - ex: Touch-a-Truck, School Safety Committee Participation in Douglas
County, various special events where South Metro has attended.

•

Professionalism.

•

Incredibly dedicated members at every level of SMFR.

•

Perceived as a very professional fire district.

•

Good partners in community events and committees.

•

Public trust is very high.

•

Professionalism.

•

Responsive to campus needs.

•

Performance vis-a-vis expectations seems to be good - based on my limited exposure.

•

Positive public image.

•

Strong presence in community - you are seen.

•

Great community risk reduction specialists.

•

Well-funded.

•

ISO rating.

•

SMFR professionalisms ripples out to all departments.

•

Constantly looking to better itself and the way to deliver services to the citizens.

•

They are very professional.

•

Media communications.

•

Attention to strategic issues.

•

Volunteer roles of staff.

•

Training operations.

•

They come when people call.

•

High morale.

•

Outstanding training facility.

•

Quick response times and hugely successful efforts to fight fires in Backcountry area of Highlands Ranch.

•

Very responsive.

•

Excellent equipment - keeping up with technological change - seem to have what they need to do the job asked of
them.

•

Very responsive.

•

Commitment to excellence.

•

Breadth of services offered.

•

Cooperation with other agencies.

•

Receptive to improvement opportunities.
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•

Professionalism - I believe the district strives to, and for the most part is successful, at presenting a professional
above the fray demeanor and behavior.

•

Respected.

•

Strong response times.

•

Great data/analytics team.

•

Well trained.

•

Everyone that I’ve met with SMFR has been friendly, approachable, knowledgeable and demonstrates a high level
of passion and integrity.

•

They operate in a very technological advanced manner.

•

Chief Baker is excellent.

•

Strive to be the best.

•

Citizen’s Academy.

•

ISO 1.

•

Robust MetCom process.

•

A remarkably well-trained force.

•

Everyone seems so thoughtful and compassionate.

•

Low response times.

•

Provides key point indicators (transparent).

•

It seems to be well resourced, funded, and it deploys those assets in an effective manner.

•

Valued.

•

Experience of department.

•

Regional view and support.

•

They are very well respected, as a service.

•

Problem solvers.

•

Community outreach.

•

Accredited.

•

Noteworthy camaraderie at all levels of force.

•

Dedicated and hard workers.

•

Frontline personnel.

•

Excellent technical resources and capabilities.

•

Collaboration - the district/team seems to be genuinely interested in working in a collaborative fashion with the
local jurisdictions - elected and staff levels.

•

Integrity.

•

Resources available.
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Other Thoughts and Comments
The community was asked to share any other comments they had about the department or its services.
The following written comments were received:
Other Community Comments about South Metro Fire Rescue
(verbatim, in no particular order)
•

Citizens Academy was amazing under the direction of Einar and Justin.

•

Try to have more interaction with citizens when they DON’T need the services. Very hard to do when we are so
large of area to cover.

•

Please continue to think big but focus locally.

•

SMFR is active in the community and appreciated.

•

Would like to see improved coordination with PD on routine calls/accidents etc.

•

Understanding the transition period of the merger, ensuring communications with stakeholders on changing
service levels or expectations is important - particularly with life safety.

•

New economy with COVID-19.

•

I have read where in some communities that have instigated road diets; it has increased emergency services response
times. Please be aware of this so as to help prevent it from happening here.

•

There has been a smooth transition as they went through all of the mergers.

•

Looking forward to improved response times associated with the opening of Station 20.

•

Community Development and Building Services are very thankful to have built positive relationships with plan
review team at South Metro.

•

Appreciate the strong partnership with Parker PD.

•

Excellent Citizens Academy - important to the community.

•

Great partnership with the Parker Police Department.

•

I wish the Fire district folks in my area would keep me better informed about events happening in my district.

•

Concern about bureaucracy.

•

Willingness to address concerns and problem solving.

•

Good partnership.

•

My only real feedback is more 2nd hand than first-hand experience -- relating to fire code regulations, enforcement
and compliance monitoring. Largely manifested as expectation setting - when can things be done? How long will
it take? will there be nit-picking recriminations if a party tries to escalate a situation that appears to be behind
schedule, etc. Again - this is not based on first-hand accounts but rather multiple conversations and situations.

•

Gratitude for service.

•

Working with municipalities to understand future development.

•

Please consider reallocating funds to support alternative behavioral health and homelessness programming so that
costly emergency resources are not unnecessarily deployed.

•

Concern for the size is losing focus on local community’s needs.
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•

The training we observed at the Airport was amazing.

•

Keep thinking in a strategic manner.

•

FD folks are well trained.

•

New safety processes.

•

SMFD is accessible.

•

Senior staff is very professional and responsive.

•

Continue to hold true to the principles & values which underpin SMFR.

•

I am excited about our partnership in dealing with homeless people.

•

Administration costs.

•

Collaborative relationship.

•

Working with municipalities to make new inspections efficient for new businesses.

•

Thanks for being a great community partner.

•

Live within the means.

•

We are so fortunate to have SMFR and all that they bring to our community.

•

Never cut corners on thinking differently, with options.

•

FD leadership demonstrates caring for their staff.

•

Climate change is happening, be prepared.

•

Additional public education would be useful.

•

The members of SMFR have great attitudes and they are a pleasure to deal with.

•

Fiscal sustainability.

•

Be willing to change 100 years of tradition.

•

More community members should know about SMFR training and professionalism.

•

Always take care of your personnel.

•

It is hard to coordinate with Battalion Chiefs as they are on 24-hour shifts.

•

Great information and education from the staff.

•

SMFR is composed of consummate professionals who clearly are proud of their work & abilities.

•

Disparity in equipment/services through district.

•

Be willing to change the behavior of sending an engine and ambulance to a medical call - the most expensive taxi
to the most expensive hotel room (emergency room) - costs us all money.

•

Please keep the local outreach as a priority.

•

Engaged!!!

•

We must ensure, as a community, that SMFR in the face of rapid growth & budget challenges, continues to have
what it needs to serve our community with excellence.

•

Be willing and desiring of change to meet the true needs of the community in the future.
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Appendix 2
Strengths
It is important for any organization to identify its strengths to ensure that it can provide the services
requested by the community, and that strengths are consistent with the issues facing the organization.
Often, identification of organizational strengths leads to the channeling of efforts toward primary
community needs that match those strengths. Programs that do not match organizational strengths, or
the primary function of the organization, should be seriously reviewed to evaluate the rate of return on
staff time and allocated funds.
Through a consensus process, the department stakeholders identified the department’s strengths as
follows:
Strengths of South Metro Fire Rescue
Funding – revenue
Professionalism
Reputation in the community
Pay and benefits
Fleet equipment and maintenance
Social media presence
Governance structure
EMS training and QA process
Career development
Community partnerships
Safety foundation
Servant leadership mentality
Board of directors’ new perspectives
Our size and resources
Unity in leadership
Newer infrastructure
Respect amongst peers
Ongoing and potential growth
Quality of services
Best in class operational standards

Employee talent and commitment
Training quality throughout the branches
Wellness program and culture
Employer of choice
Depth and breadth of support services and staff
CRRS model (community risk reduction specialist)
Level of service and robust resources
Employee opportunity for growth and promotion
Peer support and mental health resources
Special teams
History (diverse and rich)
Technical resources – I.T., computers
Our dispatch – best in class
Logistical support
Location is lacking natural disasters
Forward-thinking and innovative
Collective bargaining agreement allows collaboration

Fire marshal response to request/citizens
Looking and seeking external opportunities to learn
and grow
Supports and encourages higher education
Coaching through COVID program
SMFR Foundation Efficient Programs

Incident command and control
Culture supports helping our partners through
personnel capital
SMFR culture supports employee families
Accreditation
Citizen’s Academy

Commitment to safety through processes, policies,
procedures
EMS quality

Page 37

Strong developing leadership
Superior equipment across all divisions and bureaus

Support for substance abuse
Outcome/data-driven EMS

Mergers/unification
Arm car revitalizations
Improved culture towards mental health
EMS innovation – ultrasound
Youth initiatives/ARP/Explorers
Car seat program

Superb documentation/medical dictation
Data and analytics program
GIS services
Responder access to mental health services
Special District benefits
Regional/national responses

Weaknesses
For any organization to either begin or to continue to move progressively forward, it must not only be
able to identify its strengths, but also those areas where it functions poorly or not at all. These areas of
needed enhancements are not the same as threats to be identified later in this document, but rather those
day-to-day issues and concerns that may slow or inhibit progress. The following items were identified
by the department stakeholders as weaknesses:
Weaknesses of South Metro Fire Rescue
Inorganic growth
Interdivisional communications
Clear EMS chain of command
Financial accountability
Succession planning
Lack of clearly defined rank structure in EMS
Pockets of self-centered leadership
Afraid to let go of the past (hose clamps), culture, and
equipment
Loss of institutional knowledge
Lack of adequate workspace (JSF, stations)
Geographic size of the district
“Want it now” mentality. Instant gratification,
forgetting global perspective
Support services inadequate staffing levels and depth of
the department
Lack of retiree health care
Lacking new hire orientation
Lack of historical reference on running calls from
admin staff
Inexperienced officer group

Bringing multiple cultures together
Delayed response times due to training
Flow of communication
Lack of formal personnel review process
Legal exposure for EMS providers
Failure to recognize employee contributions
Diversity of workforce through continued outreach
Divisional communications and informational
flow/ who else needs to be included or is affected?
Aging facilities
Inter-shift communication
Competing priorities
Limited awareness of equity and inclusion blind
spots
Line personnel understanding of budget and
funding process
Internal marketing of EMS benchmarks and
processes
Growing pains of shifting operations and processes
to a large department structure
Priority of capital improvements
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Lack of diversity training
Over-reliance on technology

Lateral accountability
Standardization of fleet/equipment

Evaluate alternative work schedule
Accommodate issues of line schedule vs. staff schedules

Generational gap (age) in firehouse
Large number of recent promotions

Opportunities

The opportunities for an organization depend on the identification of strengths and weaknesses and how
they can be enhanced. The focus of opportunities is not solely on existing service but on expanding and
developing new possibilities both inside and beyond the traditional service area. The department
stakeholders identified the following potential opportunities:
Opportunities for South Metro Fire Rescue
Consolidation
Alternative service delivery models/partners
De-Gallagher-financial freedom
Community outreach- citizens/municipalities
Accreditation-self evaluation
Evidence-based practices
Expansion of technology for efficiency
Attracting top talent at all levels
Integration with governmental transportation
entities
Fostering Local 2086 relationship
Substance abuse training
Educate citizens on programs and department
depth
Future mergers
Integration with mental health resources

ISO rating
Interagency relationships/training
Regional purchasing models
Strengthening of PIO presence
Youth initiatives-explorers, ARP
Continued community growth
Leveraging external financing (grants)
Expanding scope of services
Able to work on autonomy (SOG’s, certs, protocols)
while maintaining partnerships
Increasing political influence
Educate voters on Amendment B
Health care integration with hospital networks and
partnerships
Relationships with law enforcement
Improve resource sharing

Becoming a regional influencer/resource
Case management
In expectation of electro-magnetic pulse or large
threats, prepare for (solar flare) AKA Doomsday
Larger safety collaborations and campaigns
Review marijuana and CBD culture

ET3/alternate patient dispositions
National leader setting standards and best practices
Become more resilient to stress factors, able to pivot to
needs of staff and applicants
EOC collaboration to prepare community
Review and evaluate alternative work schedules
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Threats

By recognizing possible threats, an organization can reduce the potential for loss. Fundamental to the
success of any strategic plan is the understanding that threats are not completely and/or directly
controlled by the organization. Some of the current and potential threats identified by the department
stakeholders were as follows:
Potential Threats to South Metro Fire Rescue
Funding/tax revenue: Tabor-Gallagher
COVID is reducing staffing
Infrastructure aging in the community
Community growth increasing demand
Regional dispatch instability
Growing urban interface
Lawsuits and public opinion
Privatization of services
Supply chain interruptions and deficiencies
Natural and man-made disasters
Change in legislature
Bad press/fake news
Civil unrest
COVID-19 overload
Illness and injury
Demographics change
Mental health demands
Political shift in the community
Shrinking Tax base
Dissolving auto-aid
Cyber threats
Insurance rates
Strength of surrounding agencies
Homeland security intelligence access
Increased CORA requests
Traffic safety
Change in law enforcement OPS
2020 coping mechanisms
External financial volatility/impacts
Politically based influence on operations and policies
Social media
Increased visibility =increased exposure
Body cams/cell phones
Increased age of the community
Any more consolidations
Increasing “wants” of the community; do more with less
Not keeping up with the needs of the community
Staff retention (outside organizations recruitment)
Reduced EMS reimbursement
Possible decreased public’s positive perception
Parsing out services, outsourcing / Contractors
Firefighter safety in current climate; specifically, violence
Public perception of the department’s fiscal responsibility
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Appendix 3
The following information is the raw data comprised from the deliberation of the two workgroups. The
information in each table is linked to a strategic initiative that the overall group, by consensus,
determined was something that the department should pursue for change and continuous improvement.
Critical and Service Gap Issues Identified by the Department Stakeholders

Community
Connectivity

Initiative Link

Workforce Connectivity

Initiative Link

Group 1
Community Connectivity
o Education
o Identity
o Collaboration/partnerships
o Relationships
o CRR services
o Communication with stakeholders
o Civil unrest
Group 1
Workforce Management
o Culture
o Leadership development
o Wellness
o Staffing
o Schedule
o Salary and benefits
o Employment standards
o Retention of qualified staff
o Diversity and inclusion
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Group 2
External Communication
o Community connection
o Disaster preparedness
o Stakeholders connections with other
agencies
o Inter-agency coordination and
communication
o Aligning programs with community needs
Group 2
Personnel
o Culture
o Succession planning
o Diversity and inclusion
o Professional development
o Wellness- alternatives, mental/physical
o On-boarding; timing, consistency, content
o Retirees; knowledge, on-going
connections, on-going care
o Shift schedule
o Morale

Growth Management

Initiative Link

Internal
Communication

Initiative Link

Group 1
Growth Management
o Funding
o Capital
o Culture
o Training
o Staffing workload
o Community connection
o Regional leadership
o Recognizing legacy organizations
and culture
o Moving forward
o Community growth and changing
demographics
Group 1

Group 2
Growth Management
o Capital expenditures
o Competing priorities
o Integrated forecasting
o Service delivery
o Evaluation
o Funding
o Responsible fiscal management

Group 2

Internal Communication
o Chain of command and
communication
o Collaboration between divisions
o Method of communication
o Line and staff communication
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N/A

