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BEST PRACTICES 
2020 

Utility Services 
Smart Processes - Data-Driven Decision-Making  
The department is pursuing a data-driven decision-making process supported by advanced software. Sys-
tems must be completely integrated to eliminate error potential and to improve efficiencies. Technology 
planned and underway include: 
 The Utility Customer Service Division has focused on improved customer service for an efficient and 

comprehensive experience for our citizens.  As a result of this emphasis, a number of developments 
and enhancements are now available for citizens and businesses. The Customer Service Division im-
plemented the online Smart Energy Water (SEW) portal and Mobil App providing customers with more 
information, greater options, and an improved experience.  Through the WH20 App, customers can 
make a payment, review water usage, compare usage to that of the average customer, and learn about 
conservation opportunities.  This App accepts credit cards and e-checks, stores payment methods for 
future use and offers an “Auto Pay” enrollment option for utility bill payments.  Notification preferences 
such as “Text and Pay” can also be set up for bill due-date reminders so customers can pay bills with 
one easy text. 

 Another improvement, is an easier and more convenient application for service process. Once a service 
application is completed and submitted either in person or electronically via the City website, a verifica-
tion system is used to confirm the applicant’s identity.  This eliminates the need to submit an original 
copy of a social security card and driver’s license when applying for utility services.     

 Certain temporary service policies have been established to better accommodate the needs of local li-
censed realtors to simplify the process. When water service needs to be activated for an inspection, on-
ly a deposit is needed for three-day temporary service. The Realtor only has to complete the simplified 
application on the City website and a Utility Customer Service Representative will contact the Realtor to 
confirm this request. Account fees and water use will continue to be charged on a monthly basis. 

A best practice is a tool, method, procedure or technique that produces optimal 
results that benefit the customer and is viewed as a benchmark by others in the field.  
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 Through the telemetry system, staff can now monitor and control all water plants using a comput-
er or an iPad.  Using this system to control the chlorine pumps significantly reduces overtime. 

 Cartegraph software ensures preventative maintenance procedures are regularly followed.  Op-
eration and maintenance manuals will be integrated making information regularly available to 
employees for greater time efficiencies.   

 Advanced Metering Infrastructure (AMI) is an integrated system of smart water meters, communi-
cations networks, and data management systems that enable two-way communication between 
The Utility Department and customers offering access to real-time data. This improves efficiency 
and controls manpower costs. 

 Hach Water Information Management Solution (Hach WIMS) gathers data from the Supervisory 
Control and Data Acquisition (SCADA) system to provide a complete picture of the operational 
performance of the wastewater treatment facility. Operators can make confident operational deci-
sions, data reporting to regulatory agencies is streamlined, and the integrity of the environment is 
protected for our community. 

 The majority of the utility infrastructure is underground.  While it is out of sight, it is NOT out of 
mind.  Equipment and software provided by Envirosight provides a clear view of what is happen-
ing to the infrastructure underground through the use of crawling digital cameras.  This helps 
keep sewers clean preventing backups and failures, minimizes emergency call-outs saving our 
customers money and time, and helps to plan for future replacement of infrastructure. 

 The City’s natural resources have long been recognized as a key to the health and well-being of 
our community.  Winter Haven has embarked on the development of an Integrated/One Water 
Master Plan to protect these natural resources and plan for future growth.  This planning process 
will encompass every aspect of water and land associated with Winter Haven including the lakes, 
the stormwater draining into the lakes and wetlands, the drinking water we pull from the ground, 
and how the water we use is treated and reused. 

  

Parks, Recreation & Culture 
Seamless Event Planning  
The City’s special event planning process enables external event organizers the ability to research 
needs and costs, complete the application and submit all necessary information electronically.  The 
application is reviewed by the City’s Special Event Review Committee made up of representatives 
from each City department.  This streamlined process provides event organizers with a one stop ex-
perience to receive input and approval of their event. The process creates improved planning com-
munications and greater opportunities for promotions, which increases participation and enhances 
overall satisfaction. 
 
Smart Cemetery Management  
The Plotbox Cemetery Program has been implemented to properly catalogue cemetery records, pro-
vide cemetery maps with grave spaces, and indicate available graves spaces. The program has in-
creased staff efficiency in locating spaces, identifying available spaces, and updating cemetery rec-
ords.  Cemetery records are easier to retrieve with greater accuracy and the new program has in-
creased staff efficiency by enabling staff to locate spaces while in the field without maps or record 
books.  This integrated program pulls all resources together for cost savings and efficiencies both 
internally and for the customer. 
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Digital Library Resources  
Winter Haven Public Library App:  Our new app lets our patrons access your Library anytime, 
anywhere. The Library’s physical and digital resources are available side by side. Users can down-
load ebooks, magazines, and movies directly to their device. The app also features a way to wire-
lessly print from any mobile device, scan book barcodes to see if there is a copy at the Library, and 
manage your account – with tasks like putting items on hold, renewing, or checking out things.  
Walk-Up Window:  The Library now has a full-service Walk-Up Window located in on the north 
side of the Library. Through the window, patrons can do anything that can be done inside the Li-
brary, like placing and pick up items on hold, pick up print jobs, make copies, send faxes, register for 
a library card, pick up weekly kids crafts, ask reference questions and more. The window is open ex-
tended hours for more convenience to our community. The Walk-Up Window is popular with folks 
who are hesitant to go into public spaces at this time and those who are busy and like the conven-
ience of being able to access services without coming into the building.  
Personal Shopper Service:  The Personal Shopper Service is perfect for the busy reader on 
the go, a person home due to the pandemic, or maybe someone who just doesn’t what to read next. 
Patrons fill out the Library’s Personal Shopper Survey found on the website or Library app. The sim-
ple survey includes questions such as what genres the patron enjoys, the most recent books they’ve 
read, and who their favorite authors are. Our Librarians will then pull around six books that match 
their tastes. The books are bundled and packaged, and the customer is notified their books are 
ready to be picked up. Personal Shopper Services are available for adults, teens, and children. It is 
fast and convenient. 
 

Laser Grading of all Athletic Fields 
 Purchase of a laser grader will provide the proper and efficient grading of ball fields for a consistent 
playing surface. A properly graded field is safer for the participants and allows the field to recover 
faster from rainy weather without the use of expensive drying agents and field conditioners.  Pur-
chase of the laser grader will save $100,000 over the life of the equipment by performing the work in 
house.   
 

Smart Digital Connections for Parents 
The Brightwheel app was piloted at the 2019 Summer Camp and is currently being used at the After 
School Program and all summer camps.  Parents have access to their child’s profile to check in and 
out of the program using a personal code. Staff can update the camper’s location in real time and 
send regular weekly notices or last minute information such as a late return from a field trip.  If this 
pilot is deemed successful, the app could be incorporated into other programs such as the After 
School Program and all summer camps.   
  

AdventHealth Fieldhouse 
The Fieldhouse construction was an opportunity to excavate and remove all of the old debris of an 
old Waste Water Treatment Plant and replace it with clean fill dirt. The Fieldhouse facility itself was 
designed with Best practices in mind and to be environmentally friendly. Considerations were made 
to all of the facilities HVAC units which are geothermal heat pumps that use ground water to assist 
with the heating and cooling of the building as well as the water at the existing Aquatics facility locat-
ed on the same property thus saving electricity. The facility was also designed with all LED lighting 
as well as occupancy sensors installed in all offices and meeting spaces and environmentally friend-
ly landscape designs that includes Florida friendly plants and rain gardens. 
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Winter Haven Recreation and Cultural Center  
VFD’s (Variable Frequency Drive Controllers) Will be installed at the Winter Haven Recreation and 
Cultural Center allowing staff to control the speed of the pool pumps, to match the pressure or flow 
requirements & achieve energy savings. These systems run 24/7 and are typically oversized making 
the energy consumption is costly. The VFD will allow staff to dial down the motor speed during hours 
of non-operation in order to save wear on the equipment and money. 
 

Executive Services 
Front-End Health Assessments 
The practice of requiring post-offer physical exams assures the wellness of individuals recommend-
ed for hire; and minimizes the potential for future health and workers’ compensation claims.  Effec-
tive October 1, 2020, BayCare Urgent Care will serve as the City’s Medical Services provider, thus 
the City’s local business partnership base and economy will strengthen. 
 
 

Personal Concern Assistance  
The City’s Employee Assistance Program offers a resource for employees and insured dependents 
to aid in coping with assorted personal issues and matters that have a tendency to contribute to ab-
senteeism and productivity loss. Effective October 1, 2020, BayCare Life Manager will serve as the 
City’s Employee Assistance Program provider, thus the City’s local business partnership base and 
economy will strengthen. 
 
 

Collaboration for Professional Growth  
A partnership with Polk State College offers a resource for growth and professional development 
training that enhances commitment to the organization, increases workforce skillset, and facilitates 
succession. 
  

Economic Opportunity and Community Investment 

Development Communication  
City staff meets regularly with Winter Haven Chamber of Commerce representatives, community 
partners and business professionals for a Development Roundtable to discuss development issues 
and projects ensuring processes, requirements and procedures are in line with the needs of the 
community. 
 

One Stop Review 
Staff is evaluating and budgeting for integrated development review and permitting software that will 
enable any Planning Division, Engineering Services, or Building Division employee to receive any 
Growth Management application and provide development review and permitting assistance to our 
citizens from any office or location. 
 

Drone Inspections 
The Building Division is pursuing the use of drone technology to assist with roof inspections.  Roof 
inspections can be both dangerous and time consuming.  The use of drone technology substantially 
improves both safety and efficiency.   
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Real Time Mobile Inspections 
Our inspectors utilize iPads and mobile inspection software allowing for real time notification of in-
spection results to both the Building division office and the site contractor.  This significantly im-
proves efficiency by reducing paperwork and drive time, creating more time for actual inspections. 
  

Financial Services 
Governmental Purchasing Cooperative 
Utilizing the purchasing power of a nationwide cooperative, Sourcewell (formerly National Joint Pow-
ers Alliance), saves thousands of dollars on purchases, as well as expediting those purchases by 30
-75 days.   Staff can easily locate a needed product or service, which can often be purchased from a 
vendor within the state or within Polk County.  This eliminates the need to create bid documents, 
post expensive legal ads, and waiting weeks for the bid to close. 
 

E-Procurement 
Electronic submittal of bids/proposals via an e-procurement platform expedites bids, saves money, 
time and resources like paper and gasoline.  Firms no longer need to produce marketing pieces to 
mail by a bid due date for consideration. Now, once a response is created, it is uploaded digitally to 
the City’s platform.  Feedback from suppliers has been 100% positive.  Processes are streamlined 
tremendously with numerous operating efficiencies realized.  All documents are available to evalua-
tion teams for review as well as to department staff for their purchasing decisions. 
 

Unaudited Internal Report  
Conforming to GASB standards has made the annual financial report (CAFR) better for actuaries 
and finance professionals, but difficult for non-accounting staff, elected officials and the public. The 
development of an annual Unaudited Report takes the CAFR information and reports it in a budget 
format with a narrative.  This streamlined information provides greater clarity to the reader. 
 

Employee Purchase Management  
The use of special employee-assigned purchase cards saves the City money ($70,000 to $80,000 
annually in rebates) and expedites the accounts payable process.  There are controls in place to 
prevent abuse of the purchasing power of the cards. 
  

Technology Services 
Smart City Innovation - Punch Above Our Weight  
The City of Winter Haven invests 2.14% of its budget/revenue on Information Technology, compared 
to the average amount of 3.28%. Key factors contributing to this includes:  
 The long-term Fiber optic investment is a revenue-generating infrastructure. Dark fiber is 

excess fiber optic strands that are not yet in use, and the strands are ready to be connected for 
future use. 

Strategic outsourcing by renting datacenter co-location instead of building one; using Cloud-
based hosting infrastructure; use of Email and  
 Office productivity software; and producing no in-house programming. 
 Partnerships are established with all City Departments, community organizations; educational 

institutions for talent recruitment; vendors for expertise and industry trends;  and professional or-
ganizations and groups to leverage and aggregate purchasing contracts. 
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 Deploying the right tools through fiber and computing infrastructure; enterprise applications; 
mobile connectivity; and GIS and other business intelligence tools.  

 Getting early to the game by recruiting early; getting engaged at the design level (i.e. dig once, 
building construction); exploring promising technology (i.e. drones, blockchain, virtual reality); track-
ing promising commercial companies, projects and technologies (i.e. hyper-converged hardware, 
mobile apps). 

  

Public Works 
Electronic Information  
With the overhaul of the Public Works webpage, users can access frequently requested information in-
cluding a customer address search to learn pickup days for garbage, recycling and yard debris; interac-
tive tools to learn about lake levels and water quality; and a tool to explore the condition of roadways 
throughout the City. Further enhancements are planned to improve the customer experience.   
 

Smart Fleet Management  
A digital tracking tool was developed in-house to better track and analyze vehicle status, repair turna-
round time, demand on resources, and other important metrics. This enables clearer communication 
between the fleet team and internal customers about vehicle status. This tool analyzes the metrics to 
identify service improvement opportunities and it lays the groundwork for future fleet management soft-
ware upgrades. 
 

Smart Data Collection  
Cartegraph is an asset and customer management platform utilized by multiple operations. For exam-
ple, it contains all City’s street assets, their location and their condition scores allowing staff to analyze 
conditions and plan short and long term work investments. The improved access to information allows 
for more timely decisions and fluid work order tracking from receipt of the issue to customer follow-up.  
Work records are stored with the asset systemizing institutional knowledge that would be lost with staff 
turnover.  
 

Stormwater Evaluation & Improvement Project  
This project is completely funded through The Florida Department of Environmental Protection, serving 
as a standard for how other communities can evaluate and manage their stormwater systems. It models 
flooding and pollutant loading and identifies areas of focus to develop future storm system enhance-
ments.  It also includes conceptual design of future stormwater capital projects that provide multiple 
benefits. This is the first time the City’s stormwater system has been holistically evaluated in this fash-
ion.    
 

Centralized GIS Data 
Geospatial data is critical to today’s Public Works operations. This data has previously been segmented 
and stored in specialized software that is difficult to access and navigate. Department data has been 
brought into ArcGIS online, which stores the data in one central location, allows less digitally savvy staff 
to interface with it, and enables deeper analysis. This data structure has increased the efficiency by 
which planning and decision-making can occur. An example of this includes a sidewalk analysis to pri-
oritize closing sidewalk gaps, which was expedited due to the organized data that enabled staff to col-
laborate digitally without personal meetings. 
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Lake Data Management Tool  
A tool was created in house to aggregate collected natural resource data such as sonar based aquatic 
vegetation mapping, hydrologic monitoring, and water quality analysis. This tool creates one master da-
ta interface for quick searches and analysis, which was previously a laborious process using multiple 
manually updated spread sheets. Once the data is collected in the field it populates a database and the 
program automatically performs the analysis, which can be explored almost immediately. Staff can now 
make lake management decisions with greater efficiency.  This tool has become a model that regional 
and state agencies are looking to replicate.  
  

Pavement Management Program  
All roads in the City were measured for quality and assigned a “Pavement Condition Index.” This data is 
used to create a paving strategy. A Multiyear paving service contract is under development for future 
improved paving efficiencies. Citywide roadway condition data helps forecast costs to effectively main-
tain assets.  
 

City Clerk 
Agenda Management 
The Granicus Peak Agenda Management Portal is available to the public on the City’s website, allowing 
access to the Commission Meeting agenda packets in two formats:  an agenda-only version with hyper-
links to supporting documentation and an entire-agenda-packet version with the same hyperlinks. With 
these clearly-defined hyperlinks, the public can get to specific information quicker than ever before for 
greater efficiency.  
 

Smart Public Records Request Process  
The Just Freedom of Information Act (JUSTFOIA) system on the City’s website streamlines the public 
records request process.  The requestor receives a confirmation and code confirming the request and 
they have the ability to not only check on its status, but track of all of their submitted requests. This so-
lution promotes transparency and efficiency.  
 

Board and Committee Management 
Granicus is a paperless, cloud-based solution that better manages City boards and committees through 
the use of a dashboard and the generation of a myriad of reports. The public can view vacancies, apply 
online, and learn more information on ways to be engaged. Once fully customized, it will save time and 
promotes efficiency.   
 

Public Safety 
Saving More Lives  
The LUCAS 3.1 Machine (or Lucas Chest Compression System) not only allows for consistent com-
pressions at 102 per minute, but also relieves the medic when chest compressions are critical as a pa-
tient is in cardiac arrest. Within the year, all frontline fire trucks will be equipped with the device. During 
the first six months, public safety responders used the device as a life-saving measure for 19 citizens. 
These devices can quickly be set up giving optimal time for chest compressions and allowing the med-
ics to focus on other needs. Once the machine is applied, the patient receives continual compressions 
even when transported out of a house, down stairs or loaded into an ambulance.  
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Neighborhood Initiative 
A cross-section of the City team walk the neighborhoods together to identify issues and offer solutions. 
They engage residents, connect them with resources, and assist them into compliance where code vio-
lations are present improving neighborhoods. 
 

Smart Tracking Technology 
Code Compliance Software, TRAKit, greatly improves overall efficiencies using cloud-based technolo-
gy, provides transparency of information, and gives citizens 24/7 access to report violations and track 
case history all while alleviating the need for hiring additional Code officers. 
 

Smart Drone Response Unit (DRU)  
Winter Haven Police Drone Response Unit (DRU) deploys drones to enhance safety.  There is one Law 
Enforcement Drone with FLIR (Forward Looking Infra-Red) and two Non FLIR.  The Fire Department 
Drone is a Non FLIR. Drones are deployed for immediate response needs including searches for peo-
ple lost or fleeing, rescue efforts, locating fires in a large building, and even quickly delivering floatation 
devices to boat accident victims.  Additional purposes will develop as needs arise. The ability to adapt 
this tool to the City’s daily operations is endless.   
 

Smart License Plate Reading 
License Plate Readers (LPR’s) enable law enforcement to set alarms for stolen cars and vehicles used 
in other crimes, Amber alerts, and Silver alerts. The alarms notify officers when the tag being sought is 
read electronically by an LPR. The LPR’s are portable and can be moved where crime trends are occur-
ring. This tool makes investigations more efficient. 
 

Cleaner Air for Firefighters 
The Ward No Smoke Diesel Exhaust Removal System was purchased and installed on apparatus for 
cleaner air quality.  Prior testing set off the monitor’s alarm for an Immediate Danger to Life and Health 
atmosphere. After installation, testing produced a normal reading. This system improves the air quality 
Firefighters encounter on a daily basis. 
 

Smart Teamwork 
Implementation of video conferencing of the morning public safety coordination briefing establishes a 
one shift approach. All stations now work as one to provide the highest quality service to all.  
 

Valuable Volunteers  
The hours contributed by volunteers in the Police Department saves more than $125,000 annually.  
 

Service Dog Miranda 
When a victim or witness is traumatized or apprehensive around law enforcement, studies show a ser-
vice dog lessens the stress and relaxes the individual.  Miranda also assists Police officers as they deal 
with stress and PTSD experienced in their duties.  
 

Stop the Bleed Training 
The 'Stop the Bleed' campaign trains the public to stop life threatening bleeding from everyday emer-
gencies, and man-made and natural disasters. Training is inspired by military medicine and research in 
hemorrhage control studied during the Afghanistan and Iraq wars. 
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Life Scan 
The Life Scan Wellness Centers program focuses on early detection and prevention for public safety 
officers. Services provided are carefully selected to maintain uniformed personnel's overall health status 
including physical and mental capabilities.  With a focus on early detection and treatment, Life Scan of-
fers a thorough health examination as well as recommendations for achieving and maintaining a long 
term healthy lifestyle and managing medical risks to prevent fatalities. Early detection shows a decline 
in irregular findings after abnormalities were identified and addressed. Thorough examination and atten-
tions to detail have allowed us to identify many illnesses that show no signs or symptoms such as; 
Heart Disease, Cancer, Aneurysms, Stroke and Diabetes. 
 

Police Mobile App 
The Winter Haven Police Mobile App is one more way citizens can receive the most up-to-date infor-
mation regarding traffic, news and even weather. Submit-A-Tip offers an instant way to submit non-
emergency information, including photos, to help officers respond across our City without making a 
phone call. Immediate public safety notifications assist to serve our citizens in this face-paced world. 
  

 


