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The team performed a Recreation Program Assessment (January 2022)
of the services offered by the Town of Apex Parks, Recreation & Cultural
Resources Department. The assessment offered an in-depth perspective
of program and service offerings and helped identify strengths,
challenges, and opportunities regarding programming. The assessment
also assisted in identifying core programs, program gaps within the
community, key system-wide issues, areas of improvement, and future
programs and services for residents and visitors.

METHODOLOGY

The project team based these program findings and comments from a review of information provided by the
Department including program descriptions, financial data, website content and discussions with staff. This
report addresses the program offerings from a systems perspective for the entire portfolio of programs.

KEY FINDINGS

In order to help achieve the Department’s mission, Apex Parks, Recreation & Cultural Resources provides a
broad range of recreation and leisure programming for all ages and abilities. Currently, the Department offers
numerous programs/activities to the Apex community. These program offerings are supported with dedicated
spaces which include:

> (6) Ball Diamonds > (12) Picnic Shelters > (6) Pickleball Courts
> (1) Community Center > (5) Sand Volleyball Courts > (11) Parks

> (1) Cultural Arts Center > (17) Tennis Courts

> (7) Multi-Purpose Fields > (1) Senior Center
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Note: Pleasant Park is a 92-acre park with several
amenities including:
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(4) Ball Diamonds . 73 IR

(4) Tennis Courts,

(6) Pickleball Courts

(2) Basketball Courts

(1) Sand Volleyball Court

(3) Picnic Shelters

(1) Cross Country Course
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Figure 4.2 - Pleasant Park Master Plan

Program Assessment Overview

Below are some overall observations that stood out when analyzing the program assessment sheet:

> Overall, the program descriptions effectively communicate the key benefits and goals of each Core
Program Area.

> Age segment distribution is aligned with the community’s current population but needs to be monitored
annually to ensure program distribution continues to match Apex’s demographics.

> Program lifecycles: Approximately 8 percent of the system’s current programs are categorized in the
Introduction Stage, while only 2 percent of programs fall into the Decline Stage. A complete description of
Lifecycle Stages can be found on page 9.

> The Town’s volunteer program allows residents and organizations to get involved and give back to the
community through various opportunities. There is a need for developing a volunteer program and a
volunteer coordinator position, specifically for the PRCR Department.

> From a marketing and promotions standpoint, the staff utilizes a variety of marketing methods when
promoting their programs including: printed and online program guides, the Town’s website, smartphone
apps. flyers/brochures, direct mail, email blasts, marquee signs, in-facility signage, print newsletters, QR
codes as well as various social media channels as a part of the marketing mix.

- The Department would benefit from identifying Return on Investment (ROI) for all marketing initiatives.
- There is an opportunity to increase the number of cross-promotions.

> Currently, the Department utilizes a couple of customer feedback methods (pre-program surveys and
post-program surveys). These are both useful tools that the Department is encouraged to use on a more
consistent basis. The Department should begin implementing additional customer feedback tools (“lost
customer” surveys, focus groups, statistically valid surveys, on-site surveys, and other customer relations
programs). Collecting and incorporating user feedback is an essential step in order to measure and track key
performance indicators over time.

Master Plan for Parks, Recreation, Cultural Resources, Greenways, and Open Space
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> Pricing strategies across each Core Program Area are rather sporadic. Currently, the most frequently used
strategies are family or household status, resident/non-resident rates, cost recovery goals and customer’s
ability to pay. These are good practices and should be continued in addition to implementing some new
pricing strategies which can be found on page 14. Furthermore, it is essential to develop a formal pricing
policy in order to achieve a more consistent approach to pricing strategies and understanding current Cost-
of-Service.

> Financial performance measures such as cost recovery goals are currently being utilized on a Core Program
Area level. Moving forward, it is recommended for staff to begin tracking cost recovery of individual
programs, and the staff should factor in all direct and indirect costs pertaining to programming. A focus on
developing consistent earned income opportunities would be beneficial to the Department’s overall quest
for greater fiscal sustainability.

Core Program Areas

To help achieve the mission, it is important to identify Core Program Areas based on current and future needs
to create intent to focus around the specific program areas of greatest importance to the community. Public
recreation is challenged by the premise of being all things to all people. The philosophy of the Core Program
Area is to assist staff, policy makers, and the public to focus on what is most important to the community.
Program areas are considered as Core if they meet a majority of the following criteria:

> The program area has been provided for a long period of time (over 4-5 years) and/or is expected by the
community.

The program area consumes a relatively large portion (5 percent or more) of the agency'’s overall budget.
The program area is offered 3-4 seasons per year.

The program area has wide demographic appeal.

There is a tiered level of skill development available within the program area’s offerings.

There is full-time staff responsible for the program area.

There are facilities designed specifically to support the program area.

The agency controls a significant percentage (20 percent or more) of the local market.

v Vv Vv Vv Vv Vv Vv

Arts/ Cultural

Specialized
Recreation

Existing Program Areas

In discussions with the Department staff,
six Core Program Areas were identified
and are currently being offered.

Existing Core
| Program Areas fﬂl

Festivals/
Special Events/
Special Interest

Non-Athletic
Figure 4.3 - Apex Core Classes
Program Areas
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Description: Programming offered for all
ages in all areas of the arts. This includes
(but is not limited to) dance, visual arts,
theater arts (drama), culinary arts, crafts,
and music.

Goals: Provide quality arts programs for
members of the community to explore
creative outlets.

Description: Sports leagues and
programs offered for youth and adults.

Goals: Provide the opportunity for sports
skill development, sportsmanship, team
play and fun in a participation-based
atmosphere.

Description: Special events occurring at
Town Parks, Facilities, Town Campus, and
Historic Downtown.

Goals: Provide a diverse range

of entertainment and education
opportunities in a larger setting than
traditional recreational activities

Description: Variety of non-athletic
programming offered to spark the interest
of every age.

Goals: Provide new programming areas
for people to explore a range of interest.
Most of these programs are offered at a
low cost for users.

Description: Programming offered to
those ages 55+

Goals: Provide quality opportunities
for education, physical exercise, social
interaction, and mental stimulation

to the population of 55+ residents or
participants.

Sample of Offerings:

v Vv v v v

Art Exhibits

Ballet Performances
Classical Concert
Snapology Classes
Theater Plays

Sample of Offerings:

>

Adult Basketball
Leagues

Adult Softball
Leagues

USTA Tennis Leagues
Youth Lacrosse Clinic
Youth Soccer
Leagues

Sample of Offerings:

v

Fireworks and 4th of
July

Christmas Tree &
Wreath Auction
Indigenous Peoples
Day

Juneteenth

Outdoor Concerts &
Movies

Sample of Offerings:

>

v

Basic Yoga

Fun Days Summer
Camp

Pilates

Youth Nature
Workshops
Zumba

Sample of Offerings:

>

>
>
>
>

Art Programs
Day Trips

Fitness Programs
Pickleball

Social Programs
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Description: Programming offered for all
ages in all areas of the arts. This includes  sample of Offerings:
(but is not limited to) dance, visual arts, > Art Exhibits
theater arts (drama), culinary arts, crafts,
and music.

> Ballet Performances
> Classical Concert
Goals: Provide quality arts programs for > Snapology Classes
members of the community to explore > Theater Plays
creative outlets.

ARTS/CULTURE

Core Program Area Recommendations

Based upon the observations of the planning team and demographic and recreation trends information, the
existing Core Program Areas provide a generally well-rounded and diverse array of programs that could serve the
community at present. Department staff should evaluate Core Program Areas and individual programs, ideally on
an annual basis, to ensure offerings are relevant to evolving demographics and trends in the local community.

Based on community input from the statistically valid survey, residents have a "need” for more community-
oriented special events and festivals, specifically outdoor movies and concerts. Additionally, residents would
like to see supplemental fitness/wellness and art programs added to what is currently being offered. All three of
these program areas were ranked as “high priority” for residents who participated in the statistically valid survey.

Figure 4.4 - Special Events and Festivals

Potential New Core Program Area Recommendations

The Department should explore adding additional Core Program Areas to assist in fulfilling any existing unmet
needs of the community. Based on input gathered through ETC Institute’s statistically valid survey, Apex
residents have a strong “need” for some additional programs outside of what is currently being offered. Some
new program areas the Department should consider moving forward with include:

> Aquatics (E.g., Learn to Swim, Water Aerobics and other Water Activities)
> Water Sports (E.g., Paddle board yoga, Fishing, Kayaking and other Outdoor Water Activities)

Both of these program areas scored within the top 5 highest priorities of or by Apex Residents and should be
considered by Department staff when contemplating new programs to introduce. It should be noted that this
would require new facilities/amenities to be built and/or exploring partnerships with local organizations.
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Top Priorities for Investment for Recreation Programs Based on the
Priority Investment Rating (PIR)

— )
Outdoor movies & concerts

Aquatics programs 177
Fitness & wellness programs 166
Art programs High Priority
Water sports

Special events & festivals
Adult athletics

Music lessons & classes

Pickleball
Senior programs & trips Medium Priority
Life skills programs
Environmental education 50-99
Full day youth camps
Action sports
Disc golf

Afterschool programs
Elevate Fitness Course
Baseball and softball

Soccer Lower Priority
Basketball
Teen programs (0-49)

Tennis

Specialized recreation programs
Preschool programs

Volleyball

Dodgeball & kickball

E-Sports & Cyber Sports
Lacrosse

Ultimate frisbee

Cricket

Spikeball

0 40 80 120 160 200

Figure 4.5 - Apex Current Recreation Program PIR

PROGRAM STRATEGY ANALYSIS
Age Segment Analysis

The table below depicts each Core Program Area and the most prominent age segments they serve.
Many Core Program Areas serve multiple age segments, Primary (noted with a ‘P") and Secondary (noted with
an 'S’) markets are identified:

AGE SEGMENT ANALYSIS

Core Program Area Preschool Elementary Teens Adult Senior Sigré\iit
5& Und 6-12 13-17 18-54 55+
(5&Unde) (6-12) 1-17)  (18-54) 554 P ograms
Arts & Culture
P P P P P P
Athletics P = = =
Festivals/Special
Events/Special Interest S S S S S P
Non-Athletic Classes p p s s
Seniors =
Specialized Recreation
S P/S P P S

and Inclusion Services

Figure 4.6 - Apex Program Priority by Age Segment

Master Plan for Parks, Recreation, Cultural Resources, Greenways, and Open Space
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For this report, an Age Segment Analysis was completed by Core Program Area, providing an over-arching view
of the age segments served by different program areas, and displaying any gaps in segments served. Itis also
beneficial for Departments to perform Age Segment Analysis by individual programs, in order to gain a more
nuanced view of the data. Based on the age demographics of the Town, current programs seem to be well-
aligned with the community’s age profile. With the Town’s median age being 37 years old, it is quite fitting that
the adult age segment (18-54) is being fulfilled with appropriate recreational an cultural programming.

Apex’s 35-54-year-old segment is the largest age group in the population, so ensuring the Town provides
ample programming dedicated to middle-aged adults will be instrumental for the success of the Department.
Potential program areas the Department could add/expand upon include adult focused special events/festivals,
adult fitness/wellness classes, and non-athletic and art programs, which all scored as “High Priority” in the
community survey and are popular amongst the 35-54 year-old age segment.

Staff should continue to monitor demographic shifts and program offerings to ensure that the needs of each age
group are being met. Establishing a plan including which age segment to target, what message to convey, and
which marketing method(s) to use, along with creating the social media campaign and determining what to measure
for success before allocating resources towards a particular effort, would achieve best practices in programming. In
addition to catering to all age segments, it is also crucial to ensure various populations feel included. Currently, the
Department does an excellent job of filling the needs of a diverse range of user groups (Disabled, Latino, Persons of
Color, LGBTQ+ Community, Women, and other minority and often underserved populations).

Figure 4.7 - Apex’s Current Recreation Offerings
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Program Lifecycle

A Program Lifecycle Analysis involves reviewing each program offered by the Department to determine the
stage of growth or decline for each. This provides a way of informing strategic decisions about the overall

mix of programs managed by the agency to ensure that an appropriate number of programs are “fresh” and
that relatively few programs, if any, need to be discontinued. This analysis is not based on strict quantitative
data, but rather it is based on staff members’ knowledge of their program areas. The following table shows the
percentage distribution of the various lifecycle categories of the Town’s programs. These percentages were
obtained by comparing the number of programs in each individual stage with the total number of programs
listed by staff members.

ACTUAL PROGRAM | RECOMMENDED

LIFECYCLE DESCRIPTION
DISTRIBUTIONS DISTRIBUTION

Introduction New Programs;modest participation 8%

50%-60%
Take-Off Rapid participation growth 19% 81% T‘;tal 0
Growth Moderate, but consistent participation growth 54%
Mature Slow participation growth 13% 13% 40%
Saturation Minimal to no participation growth; extreme competition 4% £% 1%-10%

(o]

Decline Declining participation 2% Total

Figure 4.8 - Apex Program Lifecycle Distribution

The Lifecycle Analysis depicts a slightly skewed program distribution. Approximately 81 percent of all programs
fall within the beginning stages (Introduction, Take-0Off, and Growth). It is recommended to have 50-60 percent
of all programs within these beginning stages because it provides the Department with an avenue to energize
its programmatic offerings. Eventually these programs will begin to move into the mature stage and they will
ensure the pipeline for new programs is there. It is key to continue adding new programs in the Introduction
stage as those programs are meant to progress through the lifecycle stages.

According to staff, 13 percent of all program offerings fell into the Mature Stage. This stage anchors a program
portfolio and it is recommended to have roughly 40 percent of programs within the Mature category in order to
achieve a stable foundation. However, it is important to note that 54 percent of all programs are currently within
the Growth Stage and will be moving into the Mature Stage in the near future. For that reason, the Department
should not be overly concerned with the current distribution percentage.

An estimated 6 percent of programs are Saturated or Declining, and this is a great testament to how well the
Department does at repositioning existing program offerings. This is a natural progression for programs to
eventually evolve into saturation and decline. However, if programs reach these stages rapidly it could be an
indication that the quality of the programs does not meet expectations, or there is not as much of a demand
for the programs. As programs enter into the Decline stage, they must be closely reviewed and evaluated
for repositioning or elimination. When this occurs, the Department should modify these programs to begin a
new lifecycle within the Introductory stage or replace the existing programs with new programs based upon
community needs and trends.

Master Plan for Parks, Recreation, Cultural Resources, Greenways, and Open Space
PROGRAMMING ASSESSMENT

Staff should complete a Program Lifecycle Analysis on an annual basis and ensure that the percentage
distribution closely aligns with desired performance. The Department could include annual performance
measures for each Core Program Area to track participation growth, customer retention and percentage of new
programs as an incentive for innovation and alignment with community trends.

Program Classification

Conducting a classification of services analysis informs how each program serves the overall organization
mission, the goals and objectives of each Core Program Area and how the program should be funded regarding
tax dollars and/or user fees and charges. Program Classification can help to determine the most appropriate
management, funding and marketing strategies.

Program classifications are based on the degree to which the program provides a public benefit versus a private
benefit. Public benefit can be described as everyone receiving the same level of benefit with equal access,
whereas private benefit can be described as the user receiving exclusive benefit above what a general taxpayer
receives for their personal benefit.

For this exercise, the Department used a classification method based on three categories: Essential Services,
Important Services and Value-Added Services. Where a program or service is classified depends upon
alignment with the organizational mission, how the public perceives a program, legal mandates, financial
sustainability, personal benefit, competition in the marketplace, and access by participants. The following bullets
and graphic describe each of the three program classifications.

> Essential Programs category are critical to achieving the organizational mission and providing community-
wide benefits and therefore, generally receive priority for tax-dollar subsidization.

> Important or Value-Added program classifications generally represent programs that receive lower priority
for subsidization.

- Important programs contribute to the organizational mission but are not essential to it and cost recovery
for these programs should be high (at least 80 percent overall).

- Value-Added programs are not critical to the mission and should be prevented from drawing upon limited
public funding, so overall cost recovery for these programs should be near or in excess of 100 percent.
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Town Could Provide; with additional resources, it adds value to S % eTCluszjve berLEﬁt
Value Added community, it supports Core & Important Services, it is supported by E received by ].n l_Vl ua 5 an nc_’t the 100%+
. community, it generates income, has an individual benefit, can be - ge neral pl"bl'c’ individual tymFaUY
Services supported by user fees, it enhances community, and requires little to % pays 100%+ of the cost of service
no subsidy. '<u
] - - - -
g Considerable Individual Benefit: nearly
Town Should Provide; if it expands & enhances core services, is broadly ‘;‘ all benefit rec?wed by individuals, benefit 70%' 1 00%
Important supported & used, has conditional public support, there is a economic / to community in a narrow sense
. social / environmental outcome to the community, has community "
Services importance, and needs moderate subsidy. 8
b Balanced Community & Individual Benefit: benefits
A accrued to both individual and general public 50%-70%
Town Must Provide; if it protects assets & infrastructure, is expected 5 interests, but to a Slgmﬁcant individual advantage
Essential and supported, is a sound investment of public funds, is a broad public 'g
- benefit, there is a negative impact if not provided, is part of the o
Services mission, and needs significant to complete subsidy. £ Considerable Community Benefit: Recreation services
benefits accrued to both the general public and individual 20%-50%
@ interests, but to a significant community advantage.
o
=
P
(]
#\ Figure 4.10 - Program Classification w
© Community Benefit: Recreation services to be accessible and of 0%+
. . . . . . = benefit to all, supported wholly or significantly by tax dollars.
With assistance from staff, a classification of programs and services was conducted for all of the recreation Q
programs offered by the Department. The results presented in the following table represent the current &

classification distribution of recreation program services. Programs should be assigned cost recovery goal
ranges within those overall categories. A full program list organized by Core Program Areas can be found in /\ Figure 412 - Cost Recovery Model
the appendices.

Given the broad range of cost recovery goals (from O to 40 percent for Essential Services or 40 percent to 80

percent for Important Services), it would be helpful to further distribute programs internally within sub-ranges
of cost recovery as depicted in the previous Figure. This will allow for programs to fall within an overall service

: classification tier while still demonstrating a difference in expected / desired cost recovery goals based on a
Essential Important Value-Added ) , ) ) ) i
greater understanding of the program's goals (Pure Community services versus Mostly Community Services or
27% 21% 209 Community and Individual Mix versus Mostly Individual Mix).

A Figure 411 - Apex Program Classification Distribution

As the Department continues to evolve to better meet the community’s needs, there could be an added benefit
to managing the services if they all were classified according to the Cost Recovery Model for Sustainable
Services depicted below in Figure 4.12.
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Cost of Service & Cost Recovery

Cost recovery targets should at least be identified for each Core Program Area and for specific programs or
events when realistic. The previously identified Core Program Areas would serve as an effective breakdown
for tracking cost recovery metrics including administrative costs. Theoretically, the staff should review how
programs are grouped for similar cost recovery and subsidy goals to determine if current practices still meet
management expected outcomes.

Determining cost recovery performance and using it to make informed pricing decisions involves a three-
step process:

> Classify all programs and services based on the public or private benefit they provide (as completed in the
previous section).

> Conduct a Cost-of-Service Analysis to calculate the full cost of each program.

> Establish a cost recovery percentage through Department policy for each program or program type based
on the outcomes of the previous two steps and adjust program prices accordingly.

Understanding the Full Cost-of-Service

To develop specific cost recovery targets, full cost of accounting needs to be created for each class or program
that accurately calculates direct and indirect costs. Cost recovery goals are established once these numbers
are in place and the Department’'s program staff should be trained on this process. A Cost-of-Service Analysis
should be conducted on each program, or program type, that accurately calculates direct (program-specific)
and indirect (comprehensive, including administrative overhead) costs. Completing a Cost-of-Service Analysis
not only helps determine the true and full cost of offering a program, but it also provides information that can be
used to price programs based upon accurate delivery costs. Figure 8 illustrates the common types of costs that
must be accounted for in a Cost-of-Service Analysis.

Personnel

Building
Costs

Administrative
Cost
Allocation

COSTSFOR
ACTIVITY

Contracted
Services

Supply and
Material
Costs

Equipment
Costs

Figure 413 - Cost -of-Service Analysis

Master Plan for Parks, Recreation, Cultural Resources, Greenways, and Open Space

The methodology for determining the total Cost-
of-Service involves calculating the total cost for the
activity, program or service, then calculating the total
revenue earned for that activity. Costs (and revenue)
can also be derived on a per unit basis. Program or
activity units may include:

Number of participants

Number of tasks performed

Number of consumable units

Number of service calls

Number of events

Required time for offering programs service

v Vv Vv Vv Vv Vv

Agencies use Cost-of-Service Analysis to determine
what financial resources are required to provide
specific programs at specific levels of service. Results
are used to determine and track cost recovery as
well as to benchmark different programs provided
by the Department between one another. Cost
recovery goals are established once Cost-of-Service
totals have been calculated. Program staff should
be trained in the process of conducting a Cost-
of-Service Analysis and the process should be
undertaken at least every 2-years.

Current Cost Recovery

PROGRAMMING ASSESSMENT

COST RECOVERY GOAL BY CORE PROGRAM AREA

Core Program Cost Recovery Actual Cost
Area Goal Recovery

Arts & Culture 60%-100% 60%-100%
piinlEes 50%-100%  50%-100%%
Festivals/Special
Events/Special 0% 0%
Interests
Non-Athletic . .
Classes 50-100% 50-100%
Seniors 25% 35%
Specialized . .
Recreation Gor Clola

Figure 414 - Cost Recovery by Core Program Area

With regard to cost recovery, the Department currently establishes goals and tracks actual cost recovery
on a Core Program Area level. This is deemed a best practice and should be continued on an annual
basis. Additionally, some individual programs also track cost recovery (E.g., Athletic Programs). Over time
the Department should evolve into implementing cost recovery goals at the individual program level for all
programs. The table to the right shows current cost recovery goals and actual cost recovery for each Core

Program Area.

The Department’s current Core Program Area with the greatest actual cost recovery is Arts & Culture with 60
percent-100 percent cost recovery. Followed by Athletics and Non-Athletic Classes, each with 50 percent-100

percent cost recovery.

As shown in the table above, cost recovery targets can vary based on the Core Program Area and even at the
program level within a Core Program Area. Several variables can influence the cost recovery target, including
lifecycle stage, demographic served and perhaps most important, program classification. These are best
practices for Core Program Areas. Programs within each Core Program Area will vary in price and subsidy level.
The program mix within each Core Program Area will determine the cost recovery capabilities.

With approved cost recovery goals, annual tracking, and quality assurance, overall cost recovery will improve.
Use the key performance indicators and update annually to include cost recovery goals and actual cost
recovery achieved. Each Core Program Area can and should be benchmarked against itself on an annual basis.
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Cost Recovery Best Practices

Cost recovery targets should reflect the degree to which a program provides a public versus individual good.
Programs providing public benefits (Essential programs) should be subsidized more by the Department.
Programs providing individual benefits (Value-Added programs) should seek to recover costs and generate

revenue for other services.

Pricing

Pricing strategies are one mechanism agencies can use to influence cost recovery. Overall, the degree to which
the Department uses various pricing strategies is rather consistent. Pricing tactics are concentrated in four
main pricing strategies including family/household status, residency rates, cost recovery goals and customer'’s

ability to pay.

Considering weekday/weekend rates, prime/non-prime time rates, group discounts, by-location pricing and
market rates are also valuable strategies when setting prices. These untapped pricing strategies are useful
to help stabilize usage patterns and help with cost recovery for higher quality amenities and services. The
consulting team recommends that all Core Program Areas continue utilizing cost recovery as a major factor in
determining pricing and look at underutilized pricing strategies to bolster participation and revenue.

Staff should continue to monitor the effectiveness of the various pricing strategies they employ and adjust as
necessary. Itis also important to continue monitoring for yearly competitor and other service providers (similar
providers) as found in appendices The table below details pricing methods currently in place by each Core

Program Area and additional areas for strategies to implement over time.

PRICING STRATEGIES

Core Program Areas

Arts & Culture

Athletics

Festivals/Special Events/
Special Interests

Non-Athletic Classes

Seniors

Specialized Recreations

Age Segment

Familty/
Household Status

Residency

Weekday/

Weekend

Prime/Non
Prime Time

Group Discounts

By Location

—
c —~
o g L o>
= O (@) o ©
5 ® 9 c o
O @ @ @)
Q—_'_, X o _84—1
E +— O 0 >
o X 291 8=
O s O > 9
g 2 o <
X X
X X
X X
X X
X X X
X X X

Figure 415 - Pricing Strategies
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Program Strategy Recommendations

PROGRAMMING ASSESSMENT

In general, the Department program staff should continue the cycle of evaluating programs on both individual
merit as well as the program mix as a whole. This can be completed at one time, on an annual basis, or in
batches at key seasonal points of the year, as long as each program is checked once per year.

The following tools and strategies can help facilitate this evaluation process:

Mini Business Plans

The consulting team recommends that Mini Business Plans (2-3 pages) for each Core Program Area be updated
on a yearly basis. These plans should evaluate the Core Program Area based on meeting the outcomes desired
for participants, cost recovery, percentage of the market and business controls, Cost-of-Service, pricing
strategy for the next year and marketing strategies that are to be implemented. If developed regularly and
consistently, they can be effective tools for budget construction and justification processes in addition to

marketing and communication tools.

Program Development & Decision-Making Matrix

When developing program plans and strategies, it is useful to consider all of the Core Program Areas and
individual program analysis discussed in this Program Assessment. Lifecycle, Age Segment, Classification,

and Cost Recovery Goals should all be tracked. This information, along with the latest demographic trends and
community input should be factors that lead to program decision-making. Community input can help staff
focus in on specific program areas to develop new opportunities in what group of citizens to target including the

best marketing methods to use.

A simple and easy-to-use tool similar to Figure 4.16 below will help compare programs and prioritize resources
using multiple data points, rather than relying solely on cost recovery. This analysis will help the staff make
an informed, objective case to the public when a program is in decline and retired, yet it was enjoyed by a

few users. If the program/service is determined to have strong priority, appropriate cost recovery, good age
segment appeal, good partnership potential and strong market conditions the next step is to determine the
marketing methods by completing a similar exercise as the one seen below.

Marketing & Promotion Methods

Program Idea (Name or Concept):

Marketing Methods

Activity Gulde
Website
Soclal Medla

poper Articie

ad|

L2

Flyers - Publlc Places

School Flyer/Newsletter

Televislon

Digital Sign

Friends & Nelghbors Groups

I
[
[
I
[
[
I
Emall Notification I
I
I
I
I
I
I

Staff Promotion & Events

Internal Factors

Priority Ranking:

Progrom Areo:

Classification

Cost Recovery Ronge

Sponsorship/Partnership

Potential Portnerships

Potential Sponsors

Competitiveness

Growth Potential

Medium

Core Non-core

Essential Important Discretionary

Monetary Volunteers Partner Skill

Volunteers

Locati on/Space

Monetary Sponsor Skill

Figure 4.16 - Mini Business Plan Examples
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Program Evaluation Cycle (with Lifecycle Stages)

Using the Age Segment, Lifecycle Analysis, and other established criteria, the program staff should evaluate
programs on an annual basis to determine program mix. This can be incorporated into the Program Operating/
Business Plan process. A diagram of the program evaluation cycle and program lifecycle is found in Figure 12.
During the Introductory Stages the program staff should establish program goals, design program scenarios
and components and develop the program operating/business plan. Regular program evaluations will help
determine the future of a program.

If participation levels are still growing, continue to provide the program. When participation growth is slowing

(or non-existent) or competition increases, the staff should look at modifying the program to re-energize the
customers to participate. When program participation is consistently declining, the staff should terminate the
program and replace it with a new program based on the public's priority ranking and/or in activity areas that are
trending nationally/regionally/locally, while taking into consideration the anticipated local participation percentage.

Program Development Stage
BEGINNING Conduct / operate Conduct regular — Slow to no
Establish program program =P evaluation based on participation growth
goals established criteria
l T T Declining
participation
Design program Develop program pdate progr
scenarios & —p| operating/ business . goals / business plan Sustained / growing
components plan and implement 2 participation

Terminate program and replace with a new

program based on public priority ranking, |

emerging trends, and anticipated local
participation percentage

Look at market potential, emerging trends,
anticipated participation, priority rankings, and
evaluations to Modify Program

Figure 4.17 - Evaluating Cycle with Program Lifecycle Logic Matrix

Market, Volunteers and Partnerships
Current Recreation Marketing and Communications

The Department’s current marketing plan utilizes several communication methods to connect with residents including:

> Printed program guides > Marquee signs

> Online program guides > In-facility signage

> The Town's website > Print newsletters

> Smartphone apps > QR codes

> Flyers/brochures > CAC radio and printed advertising
> Direct mail > Various social media channels

>

Email blasts

Master Plan for Parks, Recreation, Cultural Resources, Greenways, and Open Space %
PROGRAMMING ASSESSMENT

Effective communication strategies require striking an appropriate balance between the content with the volume
of messaging while utilizing the “right” methods of delivery. The Department has a broad distribution of delivery
methods for promoting programs. It is imperative to continue updating the marketing plan on an annual basis, at
minimum, in order to provide information for community needs, demographics, and recreation trends.

An effective marketing plan must build upon and integrate with supporting plans and directly coordinate with
organization priorities. The plan should also provide specific guidance as to how the Department’s identity and
brand is to be consistently portrayed across the multiple methods and deliverables used for communication.

'PROGRAM GUIDE e u ror
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Let us know what categories
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Figure 418 - Program Guide

Be a literacy champion!

Help build home libraries
for kids in Wake County
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|@ A Ex GOVERNMENT SERVICES DOING BUSINESS OUR COMMUNITY HOWDO | _

Parks, Recreation & Cultural Resources

COVID-18:
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LEARN MORE ABOUT UPCOMING EVENTS & ACTIVITIES

Program Guides  Youth Athletics  Adult Athletics

CONTACT Us

Registration

Programs Senior Specialized The Halle John M. Brown
Programs Recreation Cultural Arts Communiry Center
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Malle Cultural Arts
Center

« 237 N. Salem Street
Apex, NC 27802
Mon - Fr, Gam - Bpen
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APEX
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Figure 419 - Town of Apex Website

Website

The Department’'s website (https:/www.apexnc.org/223/Parks-Recreation-Cultural-Resources) has several
features that make it easy to navigate and user friendly. There are sixteen icons located in the middle of

the homepage which allow users to quickly access frequently sought-after information (Online Registration,
Program Guides, Maps & Plans, Parks, Facilities and Rentals) Similarly, just below those icons is a “Helpful
Documents and Links" section which directs residents to all rental forms, registration forms, and permits/
licenses they may be seeking. Atthe bottom of the Parks, Recreation, and Cultural Resources homepage, users
will ind a “Connect with Us” section which has links to all of the Town's social media pages including; Facebook,
Twitter, YouTube, Instagram and NextDoor. This makes it easy for residents to follow/subscribe to the Town’s
various platforms in order to better stay connected on what is happening in the community.

Additionally, it should be noted that the Department’s Cultural Arts Center (the Halle) also has its own website
where users can find all necessary information on upcoming events and festivals. (http:/www.thehalle.org/)

Master Plan for Parks, Recreation, Cultural Resources, Greenways, and Open Space
PROGRAMMING ASSESSMENT

Marketing and Communication Findings

> Ensure the marketing plan includes the components and strategies identified in this section. A Marketing
Department should be involved in the administration of the system to monitor activities and events that
should be presented to the community. Marketing will ultimately answer to the director for approval of
information / methods used to market the system to residents.

> Establish priority age segments to target in terms of new program or service development and
communication tactics.

> Establish and review performance measures for marketing on a regular basis; performance measures can
be tracked through customer surveys as well as some web-based metrics.

> Leverage relationships with partners to enhance marketing efforts through cross-promotion that include
defined measurable outcomes.

Volunteer and Partnership Management

Today's realities require most public recreation and parks departments to seek productive and meaningful
partnerships with both community organizations and individuals to deliver quality and seamless services to their
residents. These relationships should be mutually beneficial to each party to better meet overall community
needs and expand the positive impact of the agency’s mission. Effective partnerships and meaningful
volunteerism are key strategy areas for the Town to meet the needs of the community in the years to come.

Current Volunteer Management

When managed with respect and used strategically, volunteers can serve as the primary advocates for the
Town and its offerings. Currently, Apex uses a town-wide approach to volunteerism. All of the Town’s volunteer
opportunities are posted under the “Our Community” tab on the Town's website homepage. Additionally, some
volunteer opportunities are also marketed on the Town'’s social media pages.

Management of volunteers is currently tracked on a limited basis. Moving forward, it is recommended that
the Department begin tracking additional key performance indicators such as volunteer hours and type of
volunteers (community service, special event, intern and other volunteer opportunities). Tracking volunteer
hours can be used in budget discussions showing how well the Department is able to leverage limited
resources. A complete list of volunteer recommendations and best practices can be found in the appendices.

DAY

o APRIL 24,2021

Figure 4.20 - Example of Special Event Marketing
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Volunteering

Adopt-a-Park / Trail

Adopting a section of a Town trail or park, and improve it through litter pick-up, maintaining flower beds, painting, spreading

playground mulch and other safety surfacing and other manual labor. Learn more..

Apex Farmers Market
The weekly market provides opportunities to volunteer on-site and from home. Learn more..

Citizen Advisory Boards

Advisory boards offer Apex citizens the opportunity to provide input to Council on important topics including land use planning,
zoning, and parks & recreation. Members are Council-appointed, with terms lasting from 1 to 3 years. Most boards meet monthly. If
you'd like to serve, submit an interest form.

Citizens Assisting Police in Apex (CAPA)

CAPA members help provide assistance at public events and assist the Police Department in support roles at events such as
Child/Medical ID Program, Peakfest, Apex Night Out, Christmas with a Cop, Town Parades, Traffic Control and more. Before
becoming CAPA member, a volunteer must successfully complete Apex’s Citizens Police Academy. Email for more info.

PILETEALL )

Community Ernergency RESPOI'ISE Team (CERT) L L - o 5 i i 3 | | I ¥ I
Participants are educated about disaster preparedness and trained in basic disaster response skills to enable them to assist others L 1’ | .' = - = ¥ 3 ) ey
in their neighborhood or warkplace following an event. To volunteer, please fill out the online form . TWwmc'li : y | “\-‘-ﬂ'-" ""‘i'
Landscaping / Outdoor ' i

Assist with outdoor projects like mulching at the town’s parks and trails. To volunteer, please fill out the online form. 1 3 : " e -

Meals on Wheels

Meals on Wheels of Wake County serves noon time meals every weekday to the elderly, homebound and persons with disabilities
of Wake County. To volunteer, or for more information, please visit the Meals on Wheels website.

Special Events
Volunteers needed for events like: Olde Fashioned 4th of July, events at the Halle Cultural Arts Center, Peak Fest (1st Saturday in
May), Turkey Trot 5K (Saturday prior to Thanksgiving), and other events! To volunteer, please fill out the gnline form.

Figure 4.21 - Current Volunteering Opportunities on Town’'s Website
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