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Of the employees who manage their health risks through the Wellness Clinic, 26 decreased their number of risk factors in the
period June 3, 2007 to September 30, 2008.

Performance Measure 2: Positions Recruited versus Positions Filled
During the period January to December 2008:*

e 362 new positions were recruited; and

e 495 positions were filled**
(Note: A position filled in 2008 may have been posted in 2007.)

Story Behind the Last Two Years of Performance
Several variables affect recruitment time:
e Lack of an online recruitment process.
e Competition for hard-to-fill positions.
e Ability of hiring officials in departments to focus on recruitment efforts.
Benchmarks used to examine positions recruited and filled:
e Average number of workdays from the HR Department’s receipt of selection packet to notification to department of
approval is 4.9 days.
e Average number of workdays from selection approval notification to Entry on Duty (EOD) is 7.9 days.

These statistics were tracked to assess the Employment Services Division’s effectiveness in filling positions in a timely manner.
As the HR Department continues moving toward its goal of implementing an electronic application process through SAP, the
department is confident that once implemented this system will enable it to significantly streamline the recruitment process
and processing times. This initiative will mean greater improvement in recruitment outcomes as well.

Strategies: What do you propose to do to improve program performance?
e Examine best practices for recruitment and retention for re-engineering county processes.
e  Proactively assist hiring authorities with posting, screening and interviewing for “best fit” applicants.
e Increase outreach to the Latino community and implement a comprehensive bilingual recruitment plan to assist
departments with specific recruitment needs to service limited English proficient clients and customers.
e Develop a standardized, enhanced internship program applicable countywide.
e  Promote Durham County Government as an employer of choice.



*For this report, the HR Department modified the parameters for measurement from fiscal year to calendar year. Migrating to
this method will mean that the department’s reporting will reflect a full calendar year.

**positions filled include those for which the vacancy was posted at any time during the past or current year, but for which the
hire occurred in 2008.

Performance Measure 3: Turnover Rate
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Due to the 2005 conversion of the automated system to SAP, the HR Department does not have complete data for FY 2004-05.
The department projected the turnover rate based on the available data for the fiscal year. Previous data reported does trend
toward the projected decrease. Current data, previously tracked on a fiscal year basis, now is being tracked on a calendar year.

Story Behind the Last Two Years of Performance

Although the recent economic downturn has highlighted the costs associated with lost jobs, the consequences of such losses
have helped stabilize staff retention. This coupled with the county’s commitment to offer competitive salaries and provide an
employee-friendly work environment have had a positive impact on the county’s turnover rate. The turnover rate for calendar
year 2008 was approximately 13%. This represents a 1.5% decrease from calendar year 2007.

Since the original story, significant measures were implemented which had a positive impact on the turnover rate, including the
following:

Implementation of a comprehensive compensation strategy to pay employees at market rate and maintain a
competitive pay structure.

Responsiveness to compensation and internal equity issues.

Supervisory training on effective interviewing and retention techniques.

More HR Department involvement with hiring authorities on effective recruitment strategies.

Award of Substantial Equivalency by the North Carolina Office of State Personnel, which allows flexibility in establishing
job requirements.

Implementation of flexible work schedules, telecommuting, job sharing and other opportunities to ensure work and
family life balance.

Strategies: What do you propose to do to improve program performance?

Target classifications with high turnover rates and develop a plan to address issues.

Continue to expand flexible work schedule efforts thus creating an employee-friendly work environment.
Whenever possible, assist departments with providing career growth opportunities and stress the need for cross-
training employees.

Work with hiring officials to ensure new hires are the right fit for the job and organization.

Explore and assist departments with succession planning.

Continue to work with departments to ensure positions are properly classified and employees are compensated for
duties performed.

Challenge employees to grow both personally and professionally.
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BUDGET AND MANAGEMENT SERVICES

MISSION

The Budget Department is responsible for the efficient and accurate preparation and day-to-day administration of the annual
operating budget in accordance with North Carolina General Statute 159. The mission of the Management Services
Department is to provide technical and professional support and assistance to the County Manager and county departments.

PROGRAM DESCRIPTION

The responsibilities of Budget and Management Services include overseeing the annual budget process, assisting departments
with preparation of their budgets, analyzing all budget requests, and preparing the County Manager’s annual recommended
budget. In addition, the Budget Department prepares and maintains the county’s Capital Improvement Plan; performs
management analyses and program evaluations for the County Manager, Board of County Commissioners, and county
departments; and oversees the administration of the county’s operating budgets. The Management Services Department also
provides revenue and fee analyses, conducts customer service surveys, provides budget and administration support, performs
cost reduction and performance review analyses, and coordinates the County’s Nonprofit Agency Funding Program and
administers other grant programs.

2008-09 ACCOMPLISHMENTS

e Received Government Finance Officers Association (GFOA) Distinguished Budget Presentation Award.

e  Prepared the annual operating budget for public distribution.

e  Placed the county’s Recommended and Approved Budget documents on the county’s website for public access —
http://www.co.durham.nc.us/departments/bdmg/Budgets/Fiscal_Budget_Information.html.

e Prepared three quarterly reports for the Board of County Commissioners, County Manager and management staff,
monitoring departmental revenues and expenditures during the year.

e  Prepared an updated budget manual and other materials distributed to departments and agencies on schedule.
Placed budget manual on the county intranet site for convenience and cost effectiveness.

e Updated the county’s 10-year Capital Improvement Program.

2009-10 HIGHLIGHTS

e Reduced staff by one budget analyst.
e Implemented an online application process for the Nonprofit Agency Funding Program.
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Budget and Management Services

Funds Center: 4250134000

2007-2008 2008-2009 2008-2009 2009-2010 2009-2010
Summary Actual Original 12 Month Department Commissioner
Exp/Rev Budget Estimate Requested Approved
Y Expenditures
Personnel $509,533 $556,661 $509,366 $473,082 $473,082
Operating $24,990 $41,901 $22,083 $45,290 $45,290
Total Expenditures $534,524 $598,562 $531,449 $518,372 $518,372
Y Revenues
Total Revenues SO SO sSo SO SO0
Net Expenditures $534,524 $598,562 $531,449 $518,372 $518,372
FTEs 6.00 6.00 6.00 5.00 5.00

2009-10 PERFORMANCE MEASURES

Performance Measure 1: Measure and monitor the accuracy of property and sales tax revenue projections.

Variance of Budget Projections to Actuals
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Story Behind the Last Two Years of Performance

e  From FY 2003-04 to FY 2006-07, Durham County experienced an upward trend in sales tax collections. In FY 2007-08,
sales tax revenue was budgeted to reflect these trends; however, Durham County began experiencing the economic
downturn and sales tax revenues began to lag. In anticipation of a sluggish economy in FY 2008-09, more conservative
forecasting was used to estimate sales tax revenues — 1% growth for the Local Option Sales Tax (Article 39) and 2% for
statewide collected sales taxes (Articles 40 and 42). Also, new state Medicaid legislation affected the amount of sales
tax Durham County collected in FY 2008-09 as well as the amount it will collect in future years. Starting in October
2008, half of the Article 44 sales tax went to the state to support its taking over Medicaid costs, while a portion of the
county’s Article 39 sales tax collection went to the City of Durham, keeping the city “held harmless” in relation to
changes in sales tax collections.

e Beginning in FY 2002-03, the Budget Director, along with the Tax Administrator, Tax Assessor, Tax Collector, and
Finance Director have met to determine a final recommendation on property tax estimates for the upcoming year.
This workgroup, directed by the Board of County Commissioners, reviews projections to ensure reasonable estimates
for the preparation of the upcoming year’s budget. Through May 2009, current year property tax collections
exceeded budget.
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Strategies: What do you propose to do to improve program performance?

Continue to monitor local and regional trends in sales tax to ensure continued accuracy in budgeting these revenues.

Performance Measure 2: Gauge satisfaction of the Budget and Management Services’ internal customers through a customer
satisfaction survey.

Customer Satisfaction Survey Results and Goals

FY2007-08 FY2008-09 FY2009-10 FY2010-11
Actual Actual Goal Goal

B Overall satisfaction with Approved Budget Document
O Overal satisfaction with Budget De partment staff responsiveness

B Overall satisfaction with Budget Department

Story Behind the Last Two Years of Performance

In FY 2008-09, Budget and Management Services redesigned its annual budget survey to more accurately capture the
satisfaction of the department’s internal customers. The 10-question survey was administered electronically using a
web-based survey tool. Fifty-four Durham County Government employees, including department heads and other
employees responsible for budget preparation, were invited by e-mail to take the survey anonymously in October
2008. Within the four-week survey period, 32 of the 54 employees invited to take the survey, or 59.2%, completed all
or a portion of the survey.

The above graph shows actual and goal numbers based on a one-to-five scale, with one indicating low satisfaction and
five indicating high satisfaction. As the graph reflects, in FY 2008-09 the Budget and Management Services
Department made significant improvements in overall satisfaction with the Approved Budget Document, with Budget
Department staff responsiveness and with the Budget Department in general.

Recognition by the GFOA with a Distinguished Budget Presentation Award for the FY 2008-09 document is seen as a
measure of good service delivery, benchmarking Durham County against other jurisdictions.

Timely presentation of recommended budget documents and approved documents has occurred every year.

Strategies: What do you propose to do to improve program performance?

Use the survey information to identify areas for improvement.

Continue to distribute the redesigned survey annually so that qualitative data can be compared over time.
Encourage more surveys to be completed to increase the response rate and expand pool of qualitative suggestions
and comments.

Create an external customer survey to be placed on Durham County’s website.

Timely and accurate processing of budget amendments which go before the Board of County Commissioners.
Timely and accurate processing of budget transfers will ensure that departments have funds properly budgeted to
move forward with their services.

Continue to work with county departments to help improve the county’s results-focused approach to budget
accountability through the Results Based Accountability program (RBA).
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VETERANS SERVICES

MISSION

The mission of the Veterans Services Office in Durham County is to assist veterans, their spouses and their dependants with
claims and benefits that are offered to veterans, spouses, and their dependants from local, state, and federal sources.

PROGRAM DESCRIPTION

The Veterans Services Office’s primary rule is to give assistance at all levels to veterans, their spouses and their dependants,
addressing problems with the Veterans Administration nd occasionally outside organizations. The Veterans Services Office
counsels veterans and/or their family members on veterans’ rights and benefits offered by the federal, state, and local
governments.

This office assists in the preparation of forms and supporting documents necessary to file claims. The Veterans Services Officer
is an accredited representative of Durham County and assumes responsibility for the conscientious development and
presentation of cases in which he holds power of attorney.

By law, the Veterans Services Officer must provide true statements and evidence subject to proscribed penalties under failure
to do so. Aside from the letter of the law, a representative is bound by serious ethical considerations of fair dealing between
the claimant, the claimant’s representative (Veterans Services Officer) and the government.

2009-10 HIGHLIGHTS

e Increased community connections to provide information on housing for homeless and disabled veterans at new
facilities.
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Veterans Services
Funds Center: 4260160000

2007-2008 2008-2009 2008-2009 2009-2010 2009-2010
Summary Actual Original 12 Month Department Commissioner
Exp/Rev Budget Estimate Requested Approved
Y Expenditures
Personnel $76,411 $98,604 $98,627 $76,778 $90,327
Operating $4,862 $7,014 $4,978 $7,010 $6,010
Total Expenditures $81,273 $105,618 $103,605 $83,788 $96,337
Y Revenues
Intergovernmental $2,000 $2,000 $2,000 $2,000 $2,000
Total Revenues $2,000 $2,000 $2,000 $2,000 $2,000
Net Expenditures 579,273 $103,618 $101,605 581,788 594,337
FTEs 1.50 2.00 2.00 1.70 2.00

2009-10 PERFORMANCE MEASURES

Performance Measure 1: Number of Claims Submitted and Approved

Number of Claims Submitted and Approved

== Numberof Claims Approved

Story Behind Last Two Years of Performance

“- 600
£ AN
5 500 &\/ \
(=)
----- -
S 100 > —mmmm==
2
£ 300
=1
Z 200
II\'I\ .l_---__-“-.---.---ll
100 ——
0 |
2004 2005 2006 2007 2008 2009
Year

== Number of Claims Submitted

e The processing of claims times has significantly increased over the past year due to the increasing veteran population.

e The Veterans Administration Regional Office (VARO) has separated the processing centers and the call centers which
has made the process more difficult for veterans to retrieve claim updates.

e This office has experienced an increasing number of calls and veterans needing services due to the economic
downturn resulting in veterans losing their jobs along with health care benefits, veterans returning from Operation

Iragi Freedom and Operation Enduring Freedom, and new tax exemption benefits.

Strategies: What do you propose to do to improve program performance?
e Change to incoming mail system to track updates on veterans claims.
e The office has a new appointment system that allows veterans with mobility restrictions or unable to take off time
from work to make less frequent visits to the office. This new system also allows more new veterans to receive

services.

e More research is being done to keep up with frequent updates on veterans’ affairs programs dealing with the
Veterans Health Administration, education programs, and claims processing.
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Performance Measure 2: Number of Clients Served
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Story Behind Last Two Years of Performance
e Increase in attendance of meetings and activities to gain more training on how to effectively help homeless,
incarcerated and veterans with mental and physical impairments.

Strategies: What do you propose to do to improve program performance?

e Implement new tracking system that will allow a timeline of events of veterans office visits, telephone calls, claim
updates and other correspondence.
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GEOGRAPHIC INFORMATION SERVICES

MISSION

To provide a quality service that improves our customers’ productivity and decision making process through the use of
technology, efficient system configuration, network and database management, customized and acquired applications, and

training.

PROGRAM DESCRIPTION

The Geographic Information Services team is responsible for coordinating and managing overall countywide geographic
information systems (GIS) operation. It also is responsible for system management, database management, technical support,
application development and training. The GIS team operates under the Interlocal Cooperation Agreement, which was
amended in December 2005, and provides service to all City of Durham and Durham County departments. Thirty four
departments/agencies currently have the capability of accessing GIS databases. They are:

Animal Control

City Budget

City Finance

County Engineering

Durham Public Schools
Emergency Communications
Emergency Medical Services
Fire Administration

Forest Protection
Inspections

Parks and Recreation

Police

Public Works

Sheriff

Soil and Water Conservation
The City Attorney’s Office
The Tax Assessor’s Office

2008-09 ACCOMPLISHMENTS

Board of Elections

City Clerk

Cooperative Extension
Durham Area Transit Authority (DATA)
Economic Development
Emergency Management
Environmental Health
Fire Marshal

General Services

Library

Planning

Public Health

Register of Deeds

Social Services

Solid Waste Management
The City Manager’s Office
Water Management

e Assisted the Environmental Health Department in the effort to collect well and septic information.

e Completed the implementation of Workflow Automation System enhancements.

e Modified the database and the Present Land Use system application for the Tax Assessor’s Office.

e Reviewed and finalized the Data Distribution policies and fee structure.

e Assisted with Durham Public Schools’ student reassignment project.

e  Worked with the Emergency Communications Department in its efforts to obtain a geo-referenced aerial, oblique
imagery, and Pictometry software solution through a grant from the United States Department of Justice.

2009-10 HIGHLIGHTS

e To meet the targeted budget reduction, 0.5 FTE of one position will be shifted to City of Durham projects only outside
of the GIS Department. The impact will be that some Durham County projects will see delays in development.
Additionally, various operational expenditures also were reduced.
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Geographic Information Services (GIS)

Business Area: 4270

2007-2008 2008-2009 2008-2009 2009-2010 2009-2010
Summary Actual Original 12 Month Department Commissioner
Exp/Rev Budget Estimate Requested Approved
Y Expenditures
Operating $392,232 $368,570 $368,570 $346,799 $341,932
Total Expenditures $392,232 $368,570 $368,570 $346,799 $341,932
Y Revenues
Total Revenues S0 $0 1] ] $0
Net Expenditures $392,232 $368,570 $368,570 $346,799 $341,932
FTEs 0.00 0.00 0.00 0.00 0.00

2009-10 OBJECTIVES

e  Maintain accessibility to the GIS databases above 99%.
e Develop a new GIS interface to redevelop GIS web applications to improve user productivity and public access to the

GIS information.

e Continue focusing on providing training to assist users with GIS technology in day-to-day operations.

e GIS data integration and process automation for various city departments through the data warehousing and business

intelligence implementation.

e Complete the implementation of an Automated Vehicle Locator system.

The GIS team will continue to focus on process automation and web-based application development using the software it

purchased in FY 2006-07.

Performance Indicators FY 2007-08 | FY 2008-09 | FY 2008-09 | FY 2009-10
Actual Budget Estimate Projected

Workload Indicators
Number of GIS users (+ any users with web access 380+ 380+ 380+ 380+
can use GISmo web application)
Number of GIS service requests 399 400 310 300
Efficiency Indicator
Percent of requests for products or services 97.19% 95% 98.4% 95%
delivered within the periods specified in the
customer service standard
Effectiveness Indicator
Percent of GIS applications developed within 100% 99.5% 100% 99.5%
specified time and according to requirements
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SAP SHARED SERVICES

MISSION

The mission of the SAP Shared Services Department is to provide a centralized point of contact for all issues relating to SAP
systems development, support, service and planning.

In support of this mission, SAP Shared Services goals are:
e Provide leadership in planning for the effective use of the SAP application system.
e Provide centralized management of SAP support to our users, which are efficient, responsive, courteous and cost
effective.
e Effectively coordinate services with other application providers.
e Assist users in obtaining information about support alternatives that fall outside of those provided by the department.

PROGRAM DESCRIPTION

The SAP Shared Services Department consists of a staff of eight, logically grouped by their specialized area of support.

The SAP Help Desk is the central point of contact for the SAP Shared Services Department. The SAP Help Desk personnel
provide first-level assistance with initial SAP system set up, administration of employee user IDs and the creation and
assignment of work items to the department’s second-level support personnel.

The technical specialties include Advanced Business Application Programming (ABAP), basis administration, SAP security
administration, workflow management, business warehouse and portal administration. These team members provide critical
“behind the scenes” support to ensure the SAP and Employee Portal systems function properly and are accessible by county
employees.

The functional specialties include Financial, Payroll, Human Resources and related disciplines such as Budgeting, Funds
Management, Grants Management and Procurement.

2008-09 ACCOMPLISHMENTS

e Help Desk ticket resolution — Completed 99% of all tickets opened for the current fiscal year.

e Completed necessary upgrades and updates for ongoing maintenance.

e Implemented the required changes for 2009 benefits enroliment.

o Implemented all required changes for external access to the Human Resources Department’s online employment
application.

e Created the Customer Service Improvement Team.

e Implemented the donated shared leave program.

e Completed the license audit — Durham County is in compliance.

e Hired the Portal Administrator — Completed the outstanding work items related to the portal which has positioned the
county to expand its functionality.

2009-10 HIGHLIGHTS

e The approved budget includes funding for a partial year’s lease at the Eligibility Building. The SAP Shared Services
Department’s staff will be relocated to this space to free up needed office space on the fifth floor of the Administrative
Complex.

e  Various operating expenditures were reduced in order to reach the targeted budget reduction.
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SAP Shared Services

Funds Center: 4280100000

2007-2008 2008-2009 2008-2009 2009-2010 2009-2010
Summary Actual Original 12 Month Department Commissioner
Exp/Rev Budget Estimate Requested Approved
Y Expenditures
Personnel $677,151 $941,682 $770,468 $813,799 $873,767
Operating $136,194 $364,125 $345,040 $201,696 $229,830
Total Expenditures $813,345 $1,305,807 $1,115,508 $1,015,495 $1,103,597
Y Revenues
Total Revenues $0 $0 S0 $0 $0
Net Expenditures $813,345 $1,305,807 $1,115,508 51,015,495 $1,103,597
FTEs 8.00 9.00 9.00 8.00 9.00
2009-10 PERFORMANCE MEASURES
Performance Measure 1: Resolution of SAP Help Desk work items
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Story Behind the Last Year of Performance
Work Item Comparison 2008 2009
Opened 3,363 2,201
Closed 3,372 2,209

During the first year in operation, the department experienced a high volume of calls primarily as a result of the user

community being unfamiliar with and still learning SAP.
e 99% closure of all open work items.

e Current year, after the same nine-month period, fewer work items were opened.

0 Users’ comfort level is increasing as they perform their day-to-day tasks.
0 Resolved more issues with the department’s first line of support on the SAP Help Desk.

0 The department is able to focus on more challenging items and work to bring those to completion.
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Performance Measure 2: Employee customer service
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Story Behind the Last Year of Performance
The department’s average time to resolve a work item has increased from 2.62 days to 5.1 days.

Ongoing analysis of current SAP Help Desk processes resulted in positive changes that will streamline ticket

completions.

Formation of the Customer Service Improvement (CSI) team resulted in better communication between all team

members resulting in the successful completion of several older outstanding work items.

0 The department’s goal is for the CSI team to meet with the user community giving it a chance to gain a better
understanding of SAP functionality and Durham County processes and the impact internal processes have on SAP.

O Review of training documentation of existing processes is in progress and changes are being made to reflect
current functions.

The department expects the average completion time to increase as it addresses the more highly complex work items,

whether they are new or existing.

0 To accurately gauge the completion of work assignments the department will reclassify into categories to
distinguish the complexity of the work being performed: Type 1: Customer Support Services — less than one week
completion time; Type 2: Configuration/Development — at least a week, but less than a month, completion time;
Type 3: Projects — more than 30 days completion time. This metric would then become what percentage of
tickets is completed within the default timeframe. The department’s goal is to accentuate the added value of SAP
Shared Services to Durham County.

Performance Measure 3: SAP license compliance/SAP workload distribution
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Story Behind the Last Year of Performance
e The department’s 2008 audit revealed the county was out of compliance in the area of the limited professional
licenses. The license audits emphasize how much the county utilizes SAP.

Type Implementation Current Licenses
Employee 1,459 1,459
Limited Professional 396 831
Professional 100 125
Development 8 10
Total 1,963 2,425

As the department moves forward, it will address and provide trending data regarding the continued expansion of the
workload distribution within SAP.

0 The department will remain in compliance with its SAP license allocations.

0 The benefits of the expanded license allocation increased the decentralization of daily activities and allowed key
support personnel to focus their attention upon the exceptional issues.

0 Asthe department institutes position-based authorizations, a thorough assessment of the position description and

job functionality will become a part of the process for determining system access.
The department will continue to expand existing functions to reside on the portal so it can achieve a single point of
entry for all SAP tasks to improve process efficiencies and the R/3 component will continue to operate as the engine
for all of SAP.
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