











park attribute. Our surveys have been
showing some dissatisfaction in this
area, so in recent years the agency paid
significant attention to this issue by
upgrading restrooms. As the CSI for
restrooms shows, this is an ongoing
1ssue that we will always need to keep
on top of. In the summer of 2008, the
restrooms in our top performing park
in this area were under construction.
Because of the portables in use, that
park's ranking dropped dramatically,
dragging down the statewide statistic. It
1s an example of how important clean,
working restrooms are to customer
satisfaction.

Day-to-Day Work

To most people, our state parks
are the most visible component of our
agency. They are places where you can
go time and time again, building family
memories. But much of what the agency
does to provide recreation opportunities
takes place behind the scenes.

The agency’s small registration
section distributes stickers for various
kinds of recreation vehicles so that
users can remain in compliance
with the law. As the following chart
indicates, use of these vehicles is quite
steady.

Recreation Activity 2007 Registrations | 2008 Registrations | Change

Snowmobiles 52,212 52,259 .09%

Motorbikes/ATVs/UTVs | 131,961 135,362 2.6%

Motorized Boats 89,251 86,454 -3.13%

Money collected through
the registration of those vehicles
goes directly into programs that
provide facilities and services for
users. For instance, the money
buys docks, builds restrooms, and
grooms snowmobile trails. One
of the programs funded through
registrations is IDPR’s Trail Ranger
Program. Trail crews clear about
1500 miles of trails each year, and
construct some new trails, mostly on
land managed by the Forest Service.

Our State and Federal Grant
Section manages various outdoor
recreation grant programs for the
agency. In 2009, the staff of four
provided technical assistance to more
than 200 grant applicants, agencies
and local communities that resulted
in the granting of $6,834,840. The
following table shows the funding
distribution by program.

Grant Program
Recreation Vehicle
Waterways Improvement fund
Recreational Trails
Off-Road Motor Vehicle
Motorbike
Road & Bridge
TOTAL

Money Granted in FY — 2009
3,292,009

1,250,000

1,138,831.15

568,000

286,000

300,000

6,834,840.15

Volunteers

Last year volunteers contributed
more than 71,000 hours to our parks
and programs. That’s the equivalent
of a little over 34 FTEs. This figure
represents an increase of about 10,000
hours over last year.

Volunteers, who come from every
state and Canada, provide office as-
sistance at headquarters and grounds
maintenance, They assist with special
events such as conferences, serve as
campground hosts, provide park inter-
pretation for visitors, clean up litter
and do trails work. In 2009, Motorized
Trails reported over 2,000 volunteer
hours through their groomer pro-
grams alone. Volunteers even help by
volunteering in the volunteer recruit-
ment program.

The level of service people have
come to expect from our agency would
suffer greatly without the work of



Goal: Focus On Core
Responsibilities—

Objective: Be responsive to scheduling
resources to customer requests through an
enhanced reservation system

Reservation Program

The IDPR continues to experience
growth in camping activity as our
customers use the reservation system
to secure campsites and facilities for
their family vacations. This year the
camping public is taking advantage of
the recreation opportunities provided
at state parks at an increasing rate.
Reservation activity remains strong,
which equates to longer camping
stays (2.85 nights per reserved stay
vs 1.49 nights non-reserved) and,
consequently, higher revenue with
approximately a 4.4% increase in
camping related deposits from July
2008 through April 2009 compared
to the same period the previous fiscal
year.

In September of 2008 the
Department of Administration
Purchasing Division dismissed the
IDPR’s previous reservation service
provider. The IDPR then released a
request for proposals (RFP) seeking
a new campground reservations
services provider and, subsequently
in November awarded a contract to
ReserveAmerica. The Reservation
Program Office established an

interim call center for the period

of time the agency was without a
service provider, starting in October
and into the first part of April, 2009,
1n order to provide customers with
reservation services for the upcoming
camping season. The IDPR took 9,567
reservations as well as processed
hundreds of modifications and
cancellations through the Interim
Call Center.

Reservation services were
curtailed from April 5 through April
21 (a two and a half week period) to
allow for the orderly migration of
reservations from the previous vendor
and the interim call center into the
new ReserveAmerica application.
While customers could not make any
new reservations during that time,
telephone assistance and information
on existing reservations was provided
by Reservation Program staff.
Customers could still take advantage
of walk-in camping opportunities at
all of IDPR’s park locations with open
campgrounds during that time.

The migration of reservation
records went smoothly and the
new system was brought online on
schedule April 22. IDPR field staff
and customer feedback has been
very positive and accepting of the
new system. Prior to bringing the
new system online, field staff from



every park and business location
were trained through the Reservation
Program Office on the operation of
the new application and received
instruction on pertinent agency
policies and procedures.

The Reservation Program
continues to offer its customers
reservation services on the IDPR
public Website as well as through
the ReserveAmerica Website and
with a toll free call center phone
number. A new concept for Idaho,
ReserveAmerica provides up to
five Idaho based Work-at-Home
reservation agents residing in Idaho
whose primary responsibility is to
respond to reservation calls from
Idaho State Parks’ customers.

In selecting Idaho based agents
ReserveAmerica focuses on
individuals with disabilities as

well as those in areas that have
recently be affected by job cuts.

To provide maximum call volume
handling capabilities, these agents
are networked with a pool of agents
working in five interconnected
national call center locations that are
cross-trained on Idaho reservation
processing.

With the new reservation
services provider and consequently
the new reservation system, changes
have occurred to the way information

and revenue is processed through
the Reservation Program. Data
processing is more accurate and
timely through the application, and
information now flows out of the
system through a more complete
suite of reports. The agency has also
been provided the ability to request
custom reports as well as access to
an “ad hoc” reporting environment.
The ReserveAmerica application
maintains complete audit and
tracking capabilities with a rich audit
history. The change in vendors also
precipitated a change in financial
outputs from the reservation system
— both in format and content. While
creating a lot of additional work, the
new revenue extract files have had
a positive impact on the agency’s
revenue reconciliation process as
well as our ability to create a more
automated process.

Looking to the future, the
Reservation Program will continue to
monitor pertinent agency policies and
procedures with the goal of perfecting
operating practices, optimizing
efficiencies, and meeting customer
service expectations. Toward this end,
currently the Program is working on
a flexible fee schedule and associated
procedures that will provide a pricing
structure considering realistic market
values, marketing tactics, and value

to customers for dollars spent on
recreation in Idaho State Parks. The
goal 1s to provide maximum exposure
for under-utilized park resources and
to optimize the revenue potential

of our high demand locations and
camping inventory.



Goal: Focus On Core
Responsibilities—

Objective: Determine what outdoor
recreation facilities are needed by the
public and determine the best way to
see that they are provided

In-Depth Surveys

In addition to conducting the
customer satisfaction surveys at each
park every summer, it was IDPR's
Iintention to conduct more in-depth
surveys at six parks each year.Due to
elimination of our research position
and other budget cutbacks we were
unable to conduct such surveys in
2009.

Park Master Plans

Master plans were completed
for Thousand Springs State Park and
Land of the Yankee Fork State Park
i FY 2009. Those plans involved ex-
tensive public processes to determine
what facilities the public desired.

Objective: Devote a significant share
of agency resources to improving the
condition of our facilities

Facility Maintenance
Visitor surveys have shown
that many parks were not meeting
customer expectations for restroom
quality. Over the last three years
the department has renovated or
replaced 38 restrooms and replaced
32 roofs statewide. We installed a

centralized sewer system at Farragut
State Park that accommodates

50% of the park .The remainder of
the system is designed and awaits
funding. At Heyburn State Park

we have another centralized sewer
system under construction that will
accommodate the Chatcolet, Rocky
Point and Hawley’s Landing areas.

In addition we recently upgraded

the water system at Heyburn to a
more reliable/better quality system.
Statewide we've replaced many docks,
including those at Higgins Point and
Lucky Peak. We also complete a major
breakwater and dock installation at
Farragut. IDPR is currently updating
the electrical systems at Priest Lake
Indian Creek Campground and at
Hells Gate State Park.



Goal: Address the Issues
Associated with Growing
Demand—

Objective: Assure public access for
outdoor recreation through key land
acquisitions, easements, education,
and partnerships

Access Website

IDPR has received a $500,000
appropriation in FY2009 to provide
an interactive, Internet-based
mapping application that will provide
current Idaho trail, road and land
access information to serve the
public. OHV enthusiasts will go
to www.parksandrecreation.idaho.
gov to explore Idaho OHYV trails
and facilities in an interactive map
environment. Visitors will be able
to print a hard copy map from their
computer, export data to a GPS unit,
or electronically send the data to a

vendor for a customized map printout.

IDPR has partnered with the
Geographical Information Office,
Dept. of Admin to provide geographic
information system (GIS) services.
IDPR is under contract to develop
a web site application allowing the
public to view and manipulate the
GIS trail and road information.

Monitoring Access Issues

The Comprehensive Planning
Section represented the department
on ten different federal travel

management plans as a cooperating
agency. We also coordinated with the
Idaho Department of Fish and Game
to write the agency responses on these
travel plans. The section also provided
technical assistance as a cooperating
agency on three Bureau of Land
Management Resource Management
Plans. In order to protect recreation
facilities and opportunities, IDPR
reviewed and commented on 135
proposed land management actions

in 2008 to suggest appropriate
mitigation measures.

The section also updated the
Idaho Outdoor Recreation Facility
inventory to provide a database and
picture of existing outdoor recreation
facilities.



Objective: Provide education,
mediation and regulatory programs
to enhance user opportunities and
experiences

Education, Interpretation

and Special Events

In FY-2009 OHV safety education
classes reached 425 and avalanche
classes reached 758 students. Our
mobile education trailer offered
mnstruction to 13,400 participants.
IDPR now has a pool of 80 ATV
instructors statewided. Two state
parks have been identified to host
permanent OHV training sites, along
with the existing site at Boise HQ.

IDPR’s boating safety program
made 18,373 individual contacts at 35
events. We trained 1,107 students in
boating safety. Another 123 took an
online course, and 50 took home study
courses. In addition, we trained 106
law enforcement officers in boating
safety education techniques. They in
turn made 20,392 recreational boating
safety compliance inspections and
checks.

Nearly 88,456 visitors
participated in park hosted programs
and special events.

Recreation Mitigation

As a part of the Federal Energy
Regulatory Commission (FERC)
licensing process for hydroelectric
dams, IDPR participates in recreation
and aesthetic mitigation negotiations
statewide. That process results in
increased opportunities for outdoor
recreationists typically at sites out-
side our parks. One recent exception
1s the Avista Post Falls Project. Un-
der the settlement agreement with
Avista on the Post Falls Hydro Proj-
ect, IDPR reached an agreement with
the power company that finances
improvements at Heyburn State Park,
along the Coeur d’Alene Parkway,
and for navigation aids on the South
Fork of the Coeur d’Alene River up as
far as the boat launch at Old Mission
State Park. The improvements range
from placing sand at beaches in Hey-
burn State Park to a new breakwater
at Higgens Point along the Coeur
d’Alene Parkway. Avista received
their license from the FERC in 2008,
and will begin planning in 2009 for
implementation with funding and con-
struction to start in 2010.

Invasive Species Sticker
IDPR responded quickly to emer-
gency legislation that required the
agency to make Quagga Mussel stick-
ers available to boaters statewide for
a Department of Agriculture invasive
species program. Registration staff
dealt with the brunt of the phone calls
from the public, professionally han-
dling myriad complaints and provid-
ing the information needed to assure
boaters could continue recreating
in compliance. In a matter of weeks
more than 80,000 stickers had been
distributed. Next year the agency will
have had time to fully integrate the
program into the existing registration
system.

Objective: Seek ways to bring
sustainable funding for outdoor
recreation into alignment with
demand

Park Business Plans

In order to improve IDPR’s reve-
nue stream the Idaho Park and Rec-
reation Board directed staff to begin
creating business plans for parks and
major new projects within parks. In
FY2009, we completed business plans
for Lucky Peak and Eagle Island state
parks. Business plans are currently
underway for Harriman and Priest
Lake state parks.



Provide Outdoor
Recreation Leadership—

Objective: Assume a leadership role
in seeking partnerships with other
agencies, NGOs and the private sector
to enhance outdoor recreation

Staff Leadership

As an important part of their jobs
agency staff participates in various fo-
rums that address outdoor recreation
issues and needs. When the opportu-
nity allows, they take leadership roles
on committees, boards and councils in
their areas of expertise.

The IDPR planning chief is the
president of the National Associa-
tion of Recreation Resource Planners,
serves on the Idaho Recreation and
Tourism Initiative (IRTI) steering
committee, 1s a member of the Idaho
Scenic Byways Committee and was
appointed by the Secretary of the
Interior to the Boise District BLM
Resource Advisory Council. IDPR’s
boating program supervisor is the
president of the Western States Boat-
ing Administrators Association and
vice chair of the National State Boat-
ing Law Administrators Education
and Awareness Committee. The IDPR
off-highway vehicle program manager
chairs the Interagency OHV Coor-
dinating Committee. Several park
managers serve on regional travel
committees and many are active in
local chambers of commerce. The

manager at Old Mission State Park
1s a member of the Board of Regents
for the Pacific Northwest Resource
Management School and a member of
the Sacred Encounters board of direc-
tors. The Winchester Lake State Park
Manager is a regional representative
in the National Association for Inter-
pretation. The manager at Hells Gate
State Park is a board member of the
Jack O’Conner Hunting Heritage and
Education Center. The Lake Cascade
State Park Manager serves in the
University of Idaho Collaborative
Community Leadership Program. The
Priest Lake State Park Manager is on
the Bonner County Emergency Plan-
ning Committee, the Spokane Com-
munity Council Natural Resources
Advisory Committee and the Priest
Lake Bear Management Committee.
The IDPR communications program
manager serves on the IRTI steering
committee, co-chairs the Idaho Be
Outside campaign and manages the
multi-agency Stay on Trails public
outreach effort. One of IDPR’s plan-
ners serves on the board of the Idaho
Recreation and Parks Association.



A Plethora of

Partnerships

During the past year the agency
has participated in many new
partnerships and has continued
valuable relationships with long-
time partners. A partial list of
partners includes the National Park
Service, Boise State University,
the University of Idaho, Avista, the
State Scenic Byways Committee,
the Nature Conservancy, the Idaho
Department of Commerce, the
Idaho Trails Council, the Boise
Astronomical Society, U.S. Forest
Service, Defenders of Wildlife,
National Wildlife Federation, Idaho
Dept of Fish & Game, U.S. Forest
Service, U.S. Fish & Wildlife Service,
Priest River Forest Connection Group,
Idaho Dept of Lands, Re-Creation
Unlimited, Priest Lake Chamber
of Commerce, Hill's Resort, Nordic
Ski center, Blue Diamond Marina,
U of I department of Consumer
Sciences, US Coast Guard Auxiliary,
North Idaho College Department of
Environmental Sciences, Priest Lake
Groomer Association, Idaho State
Police, Spokane Community College
Department of Natural Resources,
Girl Scouts, Bonner County Sheriff,
Idaho State Police, Sandpoint City
Recreation, Lake Pend Oreille

School District, the Farragut Flyers,
Idaho Army National Guard, Idaho
Transportation Department, North
Idaho Centennial Trail Foundation,
Kootenai County, Post Falls, City of
Coeur d’Alene, Coeur d’Alene Tribe,
Gonzaga University, Shoshone County
Groomer Board, Shoshone County
Waterways, Association for Sacred
Encounters, Friends of McCroskey,
US Border Patrol, The Jack O’Connor
Hunting and Heritage and Education
Center, Lewis and Clark State
College, Hells Canyon Archers, Atlas
Sand and Gravel Company, The
Backcountry Horsemen, The Army
Corps of Engineers, The Lewiston
Chamber of Commerce, The Clarkston
Chamber of Commerce, The Nez
Perce Tribe, The North Central
Travel Council, The Nez Perce
County Sheriff’'s Office, Lewiston
Mountain Bike Club, Wolf Education
and Research Center, Friends of

the Winchester Library, National
Association of Recreation Resource
Planners, Dworshak National Fish
Hatchery, Dworshak State Park
Association, Clearwater Archers,
Clearwater State Fish Hatchery,
Clearwater County Economic
Development, Orofino Chamber

of Commerce, City of Orofino,
CPTPA, Clearwater National Forest,
Dworshak Reservoir User Association,

Objective: Improve communication
with the public and partners about
outdoor recreation opportunities and
issues

Marketing Plan

The agency has a comprehensive
marketing plan for implementation,
in stages, when budget becomes avail-
able to support outreach efforts. There
are elements within the plan that are
low to no-cost. These elements will be
implemented over the course of the
next two years and shared with the
Board prior to implementation. IDPR
continues its partnership with the De-
partment of Education to create and
disseminate lessons engaging Idaho
fourth grade students about the his-
tory of state parks in Idaho, healthy
lifestyles and resource stewardship.
Just 4 Kids “classroom kits” provide
teachers with all the materials they
needed to introduce the lessons to
their classes and included individual
activity guides for each student and a
free Idaho State Park day-use coupon
to encourage actually experiencing
the outdoors. IDPR remains actively
involved with Idaho’s “Children in
Nature” campaign efforts, which is a
multi-agency initiative. A partnership
with Reserve America (RA) will allow
IDPR to further it’s outreach efforts
by utilizing the expansive RA Market-



ing Team and canned strategies to
reach reservation customers, creating
additional awareness about opportu-
nities within lesser known state parks
thus increasing occupancy. All efforts
are on-going.

Website

The IDPR website received
288,916 unique visitors in FY2009,
each spending an average of 4+
minutes on the site. More than
65,000 of those visitors went on to our
reservation website. IDPR and the
Idaho Department of Commerce share
databases so that the many recreation
websites offered by the two agencies
feature up-to-date public and private
sector lodging and campground
information.

Information Technology
Application Environments

* A new application component
was developed and Access Idaho was
contracted to provide online Recre-
ation Registration renewals. In the
process modifications were made to
the existing Recreation Registration
Information System and supporting
processes.

The new online renewal process

was made available for 2009 sticker
year for snowmobiles and boats. The
system was designed to accommodate
motorbike, ATV and UTV renew-

als; however, for the 2009 sticker
year these renewals were processed
through the county DMV’s due to the
new licensing requirements.

* In contract with Access Idaho, a
new Website was developed to support
the sales of Invasive Species stickers.

* The Revenue Reconciliation
Information System is in the devel-
opment stage of a rewrite designed
to support changes in the financial
interface from the agency’s Reserva-
tion System vendor. The results of
this project will address the need for
enhanced functionality in managing
STARS uploads reflecting administra-
tive changes to fund balances to sup-
port concepts such as deferred rev-
enue, credit vouchers, gift cards, and
refunds. Completion of this project is
expected in the 3rd quarter of 2009.

* The design and development of
a new Outdoor Recreation Education
System has begun which will track
OHYV and Boating Safety course of-
ferings, the qualified instructors who
teach them and the students who
attend. Completion of this project is
expected in the 3rd quarter of 2009.

* A re-write of the Incident Ac-
cident application was completed in

2009. This system was enhanced to
manage the confidentiality of data
regarding the nature of and the par-
ticipants involved in incidents and/or
accidents occurring at IDPR locations
or with IDPR employees.

* The Facilities Inventory system
was enhanced in preparation for load-
ing park property information into the
new reservation system.

Information Technologies

* WiFi Hotspots have been well
received and well used. We look for-
ward to meeting demands for instal-
lations at additional parks as funding
allows.

* A broadband network is now in
place at each of our parks. Currently
the agency is using land-line and
microwave based DSL, satellite, and
cellular services to replace the legacy
dialup networking.

* The iKey Virtual Private Net-
work (VPN) tokens have been re-
placed in several park locations with
network security appliances. We are
moving ahead with installations of
these devices statewide.

* Agency Email policies are
changing to bring us into alignment
with the policies required to migrate
to the statewide consolidated Email
system. We anticipate substantial
compliance by fall/winter of 2009.



performance measures developed for the agency. Performance measures eliminated are highlighted in yellow on the following tables.

Performance Measure Adjustments
Many of IDPR’s performance measures developed at the beginning of this plan were dependent on surveys and research analysis from the agency’s human
dimensions analyst, a position eliminated in the FY 2008 budget by the Division of Financial Management. This necessitated eliminating three of the nine

GOAL

Objective

Performance Measure

Benchmark

Notes

Focus on Core
Responsibilities

Consider the day-to-
day management of
our legislatively
authorized parks and
programs our first

priority

Operations--A high level of
satisfaction with cleanliness and
functionality of state parks.

A PARK CS1 of 90

Benchmark determine by
past performance based on
methodology described
earlier.

Administration--A high level of
satisfaction with motorized
outdoor recreation programs.

PROGRAM CSl of

Benchmark to be
determined prior to Sept. |
based on baseline from
initial survey results.
Surveys will be rotated
between motorized user
groups annually:
Snowmobilers
Motorbike/ATV users
RV users

Boaters

Devote a significant
share of agency
resources to
improving the
condition of our
facilities

Operations—A continuous
reduction of IDPR’s facilities
backlog.

A minimum of 20% of the
IDPR Capital Outlay budget
request will be for
maintenance and replacement
of facilities.

This effort will help reduce
the backlog so IDPR can
transition to a scheduled
maintenance program based
on a facility lifecycle, thus
ultimately reducing costs.

Determine what
outdoor recreation
facilities are needed
by the public and
determine the best
way to see that they
are provided

Administration— A high level
of alignment of user needs with
grant criteria.

Annual statewide needs
assessment survey with valid
responses from 384
recreationists.

This response rate is
adequate to assure a plus or
minus confidence interval at
a 95 percent confidence
level for a population of this
size.

Be responsive to
scheduling resources
to customer requests
through an enhanced
reservation system

Operations—A high level of
satisfaction with the agency’s
reservation system.

A RESERVE CSlof

Benchmark to be
determined prior to Sept. |
based on baseline from
initial survey results.




GOAL

Objective

Performance Measure

Benchmark

Notes

Address Issues
Associated with
Growing Demand

Assure public access
for outdoor
recreation through
key land acquisitions,
easements, education,
and partnerships

Operations—Provide increased
outdoor recreation opportunities
in relation to increasing demands
through maintenance of trails on
public lands.

by trail rangers annually.

1,500 miles of trail maintained

Benchmark determined by
past performance.

Provide education,
mediation and
regulatory programs
to enhance user
opportunities and
experiences

Operations— Provide motorized
recreationist with safety and
environmental educational
opportunities appropriate to their
activity.

Participation in safety classes
and environmental education
opportunities by 1,700 users
each year.

Benchmark is an estimate
for the first full year of the
program and is likely to
increase significantly in
future vears.

Operations— Provide park
visitors with learning
opportunities in keeping with the
nature of individual parks.

Participation in park
interpretive programs by
50,000 visitors each year.

Benchmark determined by
past performance.

Seek ways to bring
sustainable funding
for outdoor
recreation into
alignment with
demand

GOAL

Objective

Performance Measure

Benchmark

Notes

Provide Outdoor
Recreation
Leadership

Assume a leadership
role in seeking
partnerships with
other agencies, NGOs
and the private sector
to enhance outdoor
recreation

Improve
communication with
the public and
partners about
outdoor recreation
opportunities and
issues

Administration—A high level
of interest in IDPR programs as
indicated by website use.

600,000 unique users annually

Benchmark determined by
past performance, as measured
by web statistics tracking
software built into IDPR’s
site,









