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3.1 - Organizational Structure 
Standard: The agency shall establish a staff organizational structure 

that reflects its methods of operation, its relationship to the 

community, and the relationships among the different organization 

components.    
Revised Standard: 3.1 and 3.1.1 Statement of Purpose for Each Organizational 
Component combined to create new 3.1   

 

 Suggested Evidence of Compliance: Provide a 
chart showing the agency’s organizational 

structure, interrelationships among organizational 

components, and the function of each 

component. Organizational components are the 
major subdivisions of the organization, e.g. 

departments and divisions. Indicate how this 

information is made available to staff and the 

public. 



Organizational Chart 



3.3 - Internal Communication  
Standard: A communication system shall be established to ensure the 

accurate and timely transfer of internal information among staff. 

Revised Standard: External communications moved to 3.4 - Public 
Information Policy and Procedure   

 Suggested Evidence of Compliance: Provide a 

communication matrix illustrating how internal 

communications are managed by the agency. 



3.4 - Public Information Policy and Procedure 
Standard: The agency shall have approved policies that govern what 

information shall be released, when it should be released, and by 

whom it should be released and that demonstrate the agency’s 

commitment to inform the community and news media of events 

involving the agency. 

Revised Standard: External communications moved from 3.3 – 
Communication System to 3.4 - Public Information Policy and 

Procedure   

 

 Suggested Evidence of Compliance: Provide the 

written statement of policy and procedure, 

indicating approval by the proper authority. 



 



3.5.1 - Management Information Systems 
Standard: The Agency shall have management information systems 

that can produce reliable statistical and data summaries of agency 

activities, such as daily, monthly, and annual reports for use in 

management decision-making. The reports shall provide 

comparative data and statistics. 

 Suggested Evidence of Compliance: 

Provide examples of recent statistical and 

data summaries and describe their use in 

management decision-making. 

 

 



3.4.3 Marketing Plan  
Standard: The agency shall have an established marketing plan, based 

on market research that is evaluated periodically for effectiveness. The 

fundamental principle of marketing is to gain an understanding of 

customer needs, wants, concerns and behaviors. The marketing plan 

addresses the appropriate mix of communications tools to promote 

agency programs, facilities, events and services and to provide accurate, 

timely and useful information to the various segments of the target 

audience.  

 Suggested Evidence of Compliance: Provide the plan and latest 
evaluation. The plan shall include:  

a. Marketing objectives;  

b. Situation assessment, to include:  

 1. Examination of demographic trends  

 2. Economic climate  

      c. Market coverage by alternative providers;  

      d. Segmentation, targeting, and positioning;  

      e. Marketing mix;  

      f.  Marketing methods  

      g. Evaluation criteria and methods.  

 

Research is important to support segmentation, targeting, and 
positioning. Common evaluation methods include surveys, focus groups, 
customer comment cards, and mystery shopping.   

 

Important Extras 



3.4.3.1 - Marketing Responsibility  

Standard: A specific position shall be designated to 

direct the marketing function. Marketing functions shall 

be the responsibility of a permanent position of the 
agency that works closely with all agency units in 

developing, coordinating, and implementing the 

agency marketing plan.  

 Suggested Evidence of Compliance: 

Provide the position description that 

includes responsibility for marketing. 



Marketing Manager 

 



QUESTIONS? 


