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It was a great year for Knoxville Area Transit, which was recognized as the best smaller-

city transportation system in North America by the American Public Transit Association! 

KAT expanded service on 13 of its busiest routes, while reducing preventable accidents 

by more than 70 percent. 

 

This was also a year when we made major new investments to address issues of equity 

and affordability in our city. As Knoxville grows and develops, we have to make sure 

that everyone shares in the benefits. With housing costs a growing concern here and 

across the country, we created a new fund in our Community Development Department 

with an initial investment of $2 million, to incentivize the development of affordable 

rental properties. We also moved forward with partners in supporting new services for 

disadvantaged young people, including the Change Center in East Knoxville and the 

Emerald Youth sports complex in Lonsdale. Our Save Our Sons program coordinated job 

fairs aimed at young men of color that drew more than 400 attendees.  

 

There is much more in this report. I urge you to dig in and see for yourself. After six 

years as Mayor, I am happy to say that it remains a great joy and privilege to serve the 

people of Knoxville alongside such an outstanding team of City employees. Thank you 

for the opportunity. 

 

 

 
Madeline Rogero 

Mayor 
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2017 DEPARTMENT YEAR IN REVIEW 
 
 

311 CALL CENTER 

 

 Received 166,362 calls to the City’s 311 Center for Service Innovation (CSI) and 
nearly 12,000 calls to United Way’s 211 line. (On July 1, 2015, 311 staff took 
over operations of 211, a United Way initiative that connects people in need with 
services in the East Tennessee region. The partnership between the City of 
Knoxville, CAC’s Office on Aging, and the United Ways of East Tennessee is the 
first and only one of its kind in North America.) 

 Worked with Knoxville-Knox County’s Emergency Management Agency (KEMA) 
to formalize 311’s role in disaster and mass casualty response and recovery. 311 
was designated by KEMA as the official help line for people wishing to sign up for 
the countywide Emergency Alert System (EAS). 

 Led Ambassador Class of front-line employees tasked to innovate and improve 
City services to implement new, employee-driven programs, including: 

o The employee KUDOS program, where employees and City customers 
can recognize employees for going above and beyond;  

o Citywide Employee of the Year, recognized by the Ambassadors, the 
Mayor and City Council; and 

o Department videos, giving customers a brief, visual overview of City 
departments. 

 Partnered with Knox Area Transit (KAT) in applying for and being awarded a 
grant for the Federal Transit Administration’s Rides to Wellness program. The 
grant award is $200,000 to the City of Knoxville to create and implement a pilot 
program to assist those reliant on public transportation in getting to and from 
healthcare appointments, and to encourage others to utilize public transportation 
as well. 
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BUSINESS SUPPORT 

 

Mobile Food Vendor Program 

 Since City Council voted unanimously to adopt the permanent ordinance 
regulating food trucks on April 26, 2016, more than 70 mobile food units have 
been inspected and permitted. The Office of Business Support continues to work 
with all the departments involved in this process (Law, Plans Review and 
Inspections, Fire, Police, Public Service, Traffic Engineering and Downtown 
Coordinator), business owners, special events organizers and the public to 
coordinate and address matters related to the Mobile Food Vendor Program.  

Business Advisory Council 

 Twelve new members were appointed to the City’s Business Advisory Council. 
The Council serves a two-year term and meets every other month to provide 
feedback on City programs and policies and to foster good communications with 
the business community. 

Business assistance 

 Assisted business start-ups with information on training resources, permitting 
requirements, alternative and new business models, and networking/connection 
opportunities. 

 Helped businesses connect and/or navigate requirements and challenges in 
different City departments, as well as with outside entities, like MPC, KUB and 
the Knox County Health Department.  

 Worked with the Law Department, Inspections, Zoning and MPC for the 
permitting of food trucks in Knoxville. 

Business networking 

 Attended various business and professional association meetings, Knoxville 
Chamber and Knoxville Entrepreneur Center events, ribbon cuttings, public 
meetings and community events.  

Boards and Committees 

 The Business Liaison, Patricia Robledo, represented the City on various 
nonprofit boards and committees including: Community Health Council, Family 
Justice Center, Mayor’s Maker Council, East Tennessee Quality Growth and 
East Tennessee Civil Rights Working Group. 

 Robledo also participated in various internal committees, including: Consolidated 
Fundraising Campaign, Façade Grant Review, Short Term Rentals and Equity 
committees.  
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CIVIL SERVICE 

 

 Civil Service processed 184 requisitions for vacancies in 2017. This resulted in 
the processing of more than 6,800 applications and the hiring of 76 new 
permanent employees and the promotion of 150 existing employees. 

 Included in the hiring processes for 2017 was the hiring of a new Police Academy 
class, which is set to start in February 2018, as well as posting and accepting 
applications for firefighter recruits with an anticipated academy date of 
September 2018. This also included promotional processes for Police Officer I – 
IV, Sergeant, Fire Officer, Master Firefighter, and Fire Assistant Chief.  

 Civil Service provided 1,633 training hours to City employees on topics like 
Personal Safety, Employment Law for Supervisors, Drug and Alcohol Training, 
and Preventing Harassment. Civil Service also documented 290 hours of OSHA 
training by Risk Management, 21 hours of training by Fleet, and 734 training 
courses completed by employees online on various safety topics. 

 Conducted the annual Salary & Benefits Survey, reported the results to members 
of City Council and the Mayor, made recommended adjustments to the City’s 
classification and compensation plan, and administered the 2.5 percent across-
the-board pay increase in July with notification to employees. 

 Created 10 new job classes to meet the growing needs of City departments. 

 Coordinated the City’s Summer in the City intern program. This year’s program 
included a group project that resulted in garden tiles honoring Pat Summit being 
placed at the Women’s Basketball Hall of Fame. 

 Participated in numerous community career fairs including the Veterans Career 
Fair, Knox County Schools, Ex-Offender Job Fair, and the Austin-East Annual 
College and Career Fair. 

Special Projects 

 Coordinated the Municipal Management Academy through MTAS. 

 Worked with Fleet to create a mechanic apprentice program. 

 Created an Administrative Technician “floater” position, and hired the employee, 
to provide administrative support to various departments. 

 Conducted pro bono training: 
o Harassment Training for all employees of Monroe County; and 
o 2-day employment law training for the Southeastern Leadership Academy 

hosted by the Law Enforcement Innovation Center through UT. 

 Developed a new uniformed examination processes: 
o Completed validation study for a new Police Officer Recruit written exam; 
o Completed development of new Master Firefighter exam; and 
o Began the process for validation study for a new Firefighter Recruit written 

exam and Physical Performance Test. 
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COMMUNICATIONS AND GOVERNMENT RELATIONS 

 

 

 Produced 202 media releases and 55 media advisories on City of Knoxville 
events, programs and projects. 

 Prepared 111 Mayoral proclamations, 336 Mayoral certificates, and 50 Mayoral 
letters of welcome, support and thanks.  

 Created 162 blog posts for the City website, along with hundreds of social media 
posts for the Mayor’s and City’s social media accounts. 

 Webmaster managed the City of Knoxville website, which had more than 2.88 
million page views during 2017. 

 City website published an assimilation of 400 news releases from a variety of 
partners and news sources, including Knox County, KAT, KUB, Zoo Knoxville, 
Knox County Public Library, Legacy Parks, Visit Knoxville, the Change Center, 
Keep Knoxville Beautiful, the Knoxville Marathon, KEEM, MPC, TDOT, Bike Walk 
Knoxville, Remote Area Medical, THDA and KCDC. The website serves as a 
community resource, offering unique, easy-to-find consolidated information – 
links to City Council candidates’ websites and a schedule of public forums, for 
example. Another example: Guidelines for Affordable Care Act enrollment and a 
list of free sign-up events. 

 Calendar on City Website promoted more than 1,300 events and public 
meetings. 

 Took photographs at dozens of City and civic events that were posted on the City 
website and distributed through social media. 

 Director served as liaison with City of Knoxville lobbyists and legislators to 
advocate for City priorities during the state legislative session. Also tracked 
issues at the federal level and communicated with Congressional offices. 

 Created and planned the “Go Vote! Knoxville” initiative, which included public 
events in all six City Council districts and an online campaign to raise awareness 
of the 2017 City Council elections. Helped contribute to a significant increase in 
voter turnout from the last time a similar election was held. 

 Designed and distributed a new weekly electronic newsletter, “From the Desk of 
Mayor Madeline Rogero,” a communication to constituents who sign up to 
receive the weekly email. The newsletter launched in August 2017. 

 Managed citizen requests for commemorative lightings of the Henley Bridge. 
Communications coordinated with the Engineering Department and scheduled 
more than 100 lighting changes in 2017. 

 Worked with Policy and Law on drafting and eventually presenting to Council an 
ordinance on short-term rentals. The ordinance was adopted by Council in 
November 2017. 

 Supervised a Request for Proposals for a social media archive service, and 
selected a vendor. Archive service is being implemented. 

 Produced six issues of the bimonthly City Works employee newsletter. 
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 Worked with Law, 311, Information Systems and other departments on the 
formulation and adoption of a new Open Data Policy, signed by the Mayor. 
Created an Open Data page on the City website to collect and display City 
information. 

 Worked with the Public Arts Committee to promote public arts initiatives and 
requests for proposals across the city. 

 Webmaster trained 6 City employees on website operations this year so they can 
manage their own departments’ pages, and provides ongoing website assistance 
to 40+ employees across multiple departments, in addition to posting daily 
updates to the website. 

 Webmaster worked with Knoxville Area Transit on KAT website RFP evaluation, 
website development, and content production. 

 Directed a University of Tennessee journalism intern, Beverly Banks, as she 
researched and documented unique never-before-published details on local 
African-American pioneers and on integration of City departments. The series of 
blog reports during Black History Month is now archived on the City’s website, 
and future Communications Department interns will contribute to the storytelling 
project. 
 

 

COMMUNITY DEVELOPMENT 

 

 

 Two public meetings were held in conjunction with the development of the 2017-
2018 Annual Action Plan. The federal Department of Housing and Urban 
Development (HUD) accepted the Action Plan, securing CDBG and HOME 
funds. 

 Advocated for the development of affordable rental housing through 
presentations to: the Equality Coalition for Housing Opportunities (ECHO) Annual 
Conference; CAC Community Leadership Class; the CAC Elder Abuse 
Committee; Metropolitan Planning Commission; Lindbergh Forest Neighborhood 
Association; and East Tennessee Regional Leadership Association Conference. 

 The 2016-2017 Consolidated Annual Performance and Evaluation Report 
(CAPER) was approved by HUD.   

 The Community Development (CD) Administrator served on the KEEM Advisory 
Committee. 

 The CD Administrator presented at the National Community Development 
Association (NCDA) Winter Conference on how to use technology to improve 
community engagement. 

 Year three of the Historic Preservation Fund was implemented, awarding 
$595,007 to 13 projects. Eight new applications have been received for this 
year’s RFP (year 4) and are being evaluated. 


