
City of Henderson
The City of Henderson is the largest full-service city in Nevada. 
Founded in 1953 and named by President John F. Kennedy a “city 
of destiny,” Henderson provides public works (roadways and 
infrastructure), police (crime prevention), utility services (water and 
wastewater service reliability), parks and recreation (quality of city 
parks and recreation programming), and fire (fire and ambulance 
services). In 2022, the City of Henderson earned the Baldrige 
based Pinnacle Award for Excellence from the Southwest Alliance 
for Excellence (SWAE).

Customer Loyalty, Satisfaction Surpass 
Top National Scores 
• Citizens who plan to remain in the city show sustained levels at  
 near 97% from 2010 to 2023. Segmented results for all four  
 wards show sustained performance in the 90% to 98% range  
 during this period.

• Net Promoter Score shows sustained levels of performance  
 above 95% for all four wards from 2010 through 2023.

• Community satisfaction with community services has been  
 sustained above the 95th percentile from 2010 through 2023.  
 In 2021 and 2023, the City of Henderson received a “Leading  
 the Way” recognition, which identified the city as receiving  
 the nation’s top customer satisfaction score for quality of life for  
 mid-to-large size cities, and identified the city in the top 10% of  
 nationwide results in many of its community survey areas.

• Residential property value by acre has improved from about  
 $575,000 per acre in 2019 to nearly $800,000 in 2023, better  
 than local cities and the county.

• Commercial property value by acre improved from  
 $1,700,000,000 in 2019 to almost $2,200,000,000 in 2023.

• Community satisfaction with the quality of city services by ward  
 demonstrates sustained performance above the 90th percentile  
 for all four wards from 2010 to 2023.

Strategy Focused on National  
Benchmarks, Best Practices
• The city has earned What Works Cities (WWC) Gold  
 Certification for data-driven, well-managed, local governance.  
 WWC certification, given by a national philanthropic group,  
 recognizes and celebrates local governments for their  
 exceptional use of data to inform policy decisions, allocate  
 funding, improve services, evaluate the effectiveness of  
 programs, and engage residents.
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Highlights

• Net Promoter Score above 95 for all four wards, 
 with nearly 97% of citizens planning to remain 
 in the city

• Named in the top 10% nationally for police and 
 fire services, emergency preparedness, parks, and
 overall city services 

• What Works Cities Gold Certification for data-driven,  
 well-managed, local governance by national 
 philanthropic group

• Approaching 100% for employee engagement  
 measure “like the kind of work they do” 
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• Overall performance for fire services nears 100% satisfaction  
 for the five community survey indicators (2010, 2014, 2018,  
 2021, and 2023). Community satisfaction with police services  
 has consistently scored between 85% and 95% from 2010  
 to 2023. In 2023, the city was honored with “Leading the Way”  
 national benchmarks for police and fire services measures.

• In 2022, the City of Henderson started a national performance  
 consortium and invited Baldrige and/or What Works Cities to  
 participate and benchmark performance. Today, that group has  
 grown to 17 cities meeting quarterly to share best practices and  
 benchmark results data. For its use of best practices, the city has  
 received multiple awards in Finance, Parks and Recreation, and  
 Human Resources, among others.

• Community satisfaction with Parks and Recreation and water/ 
 wastewater demonstrate sustained levels of performance  
 between 95% and 98% from 2010 to 2023. In 2023, the city  
 received distinction with a Leading the Way national benchmark  
 for this measure.

A Commitment to Lead the Way in 
Customer Service
• Responding to feedback, the Finance Department introduced  
 two abbreviated  versions of its Comprehensive Annual Budget  
 Report (CABR) to make the information more comprehensible  
 for the public. The Government Finance Officers Association has  
 recognized the two simplified documents as a best practice.  

• Each of the City of Henderson’s four wards have rated its  
 perception of city leadership between 90% and 99% from 2018  
 to 2023.

• Employees rate how well they feel leaders deploy the  
 organizational mission, vision, values, and priorities (MVVP) at or  
 above 95%, with sustained performance over the last four years.

Empowered, Engaged Workforce Focus 
on Training and Development 
• Results for employee engagement “like the kind of work they do” 
 demonstrate levels of performance approaching 100% from  
 2018 to 2022.

• Employee promotion rates show sustained improvements,  
 from 8% in 2016 to 11% in 2023. The city’s systematic approach to  
 workforce development includes the Premier Leadership  
 Academy (PLA) development program, a supervisor training  
 series, and job shadowing opportunities.

• The Citywide Action Planning Committee (CAPC) is used to  
 empower the workforce to generate and execute ideas to improve  
 engagement. Employees in each department set specific targets  
 and goals to improve engagement in their own areas, generate  
 and execute local action steps to achieve these goals, evaluate  

 their impact, and, most importantly, take ownership in the  
 outcomes.

• The City’s Volunteer Program has led to $218,379 in value of  
 services to support the city’s priorities.

Focus on Environment, Equality,  
Service to Support Community
• The city’s Municipal Equality Index (MEI), a global index assessing  
 inclusivity, improved from around 70 in 2019 to 100 in 2021, and  
 the city has sustained the 100 level though 2023.

• Water and wastewater service affordability demonstrates  
 sustained performance levels between 4% and 5%, which  
 exceeds the American Water Works Association benchmark of  
 10%. In addition, from 2020 to 2023, the city has reduced carbon  
 emissions by 743,000 lbs., conserved water by 932,424 gallons,  
 saved 316,672 lbs. of wood, and eliminated 51,459 lbs. of waste.

Commitment to Financial Viability 
• The city’s bond rating of Aa2 and AA+, sustained since 2016,  
 is among the highest in the State of Nevada. Bond rating is  
 a measure of organizational credit worthiness.

• From 2019 to 2023, the financial stabilization reserve fund  
 balance has grown from around $23 million to over $30  
 million. The City of Henderson’s stabilization fund approach  
 is used to shield it from economic downturns.

• The City of Henderson says that its focus on financial  
 viability enables it to consistently offer the lowest property  
 tax rate in the region, from $0.71 to $0.77 of $100 of property  
 value from fiscal year (FY) 2019 to FY2023.

For more information:
City of Henderson 
Henderson City Hall 
240 S. Water St., Henderson, NV 89015
(702) 267-2323
https://www.cityofhenderson.com

 
Baldrige Performance Excellence Program
The Baldrige Program educates organizations of all sizes and 
from all sectors in organizational performance management and  
improvement. We also administer the Malcolm Baldrige National 
Quality Award®. Our key services are to identify and recognize  
role-model organizations, share best management practices, 
and help organizations achieve best-in-class performance levels. 
We are the only public-private partnership and Presidential award 
program dedicated to improving U.S. organizations.  

For more information on the Baldrige Program:  
www.nist.gov/baldrige | 301-975-2036 | baldrige@nist.gov
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