THE BOARD OF SUPERVISORS OF THE COUNTY OF STANISLAUS

ACTION AGENDA SUMMARY
DEPT: Chief Executive Office BOARD AGENDA #_ B-10
Urgent ] Routine [&] \xX AGENDA DATE August 5, 2008
CEO Concurs with Recommendation YES @ NO[ ] 4/5 Vote Required YES [ | NO [m]
(Inforrhation Attached)

SUBJECT:

Approval to Accept the Second Annual Report on the Efficient Delivery of Public Services Goals and
Performance Measures

STAFF RECOMMENDATIONS:

Accept the Second Annual Report on Efficient Delivery of Public Services Goals and Performance
Measures.

FISCAL IMPACT:
There is not fiscal impact associated with this item.

Noes: Supervisors: ___________ NONE
Excused or Absent: Supervisors: None
Abstaining: Supervisor:_ ________ _NONE

1 X Approved as recommended

2) Denied

3) Approved as amended

4) Other:

MOTION:

o

ATTEST: CHRISTINE FERRARO TALLMAN, Clerk File No.
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DISCUSSION:

The Board of Supervisors adopted new priorities for Stanislaus County in April 2005.
Department Heads were assigned to teams responsible for developing goals and
performance measures to successfully support the priorities. The teams identified
measures of success for one year, five years and ten years. The annual measures
included the implementation steps to initiate the work required by the goals. The Board
of Supervisors adopted the goals and performance measures in October 2005 and
directed the priority teams to present an annual report on their performance. This report
represents the second annual report on actual outcomes for Fiscal Year 2007-08 for the
Efficient Delivery of Public Services.

Overview:

The Board of Supervisors adopted the priority for Efficient Delivery of Public Services to
ensure that Stanislaus County is focused on providing efficient and effective services
that meet customer needs and promote accessibility to County services. Department
Heads and representatives of the following departments comprise the Efficient Delivery
of Public Services priority team: Assessor, Auditor-Controller, Chief Executive Office,
Chief Executive Office — Risk Management, Clerk of the Board, Clerk Recorder, County
Counsel, General Services Agency, Strategic Business Technology, and Treasurer/Tax
Collector.

This priority team recommended three goals to the Board of Supervisors: 1) to improve
customer satisfaction, 2) to increase e-government (electronic) services and
transactions, and 3) to improve the efficiency of County government processes.
Measures and expected outcomes were identified for each goal as a method for
determining whether the team was successful in achieving the goals.

The priority team focused on increasing the usage of the County customer service tools.
The team was able to reach over 90% of the target for the number of customer
satisfaction survey responses received. The Customer Relationship Management
System (CRM) has been implemented County-wide. Customers now have 24/7 access
for requests and complaints. The priority team had targeted ten e-government projects,
two of which have been completed, with the others being in various stages of
completion. These projects improve the way Stanislaus County conducts business for
external and internal customers. In light of the increasing information available through
the internet, improving IT Security was an additional goal this Priority Team took on in
FY 2007-2008. The final goal for the team was to reduce turnaround time for processes
that provide efficiency and benefit the customer. At the end of the fiscal year more than
64 process improvements had been entered into the database.
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Conclusion:

As the first goal, the priority team focused on increasing the usage of the County
customer service tools. Approximately 6,823 customer satisfaction surveys were
received. This represents over 90% of the target of 7,500 survey responses. The
information received from customer surveys has been useful in evaluating customer
service performance and improvements in operations. The Customer Relationship
Management System (CRM) has been implemented County-wide. Customers now
have 24/7 access for requests and complaints. There have been 10,584 requests for
service this fiscal year with more than 15,000 requests input into the system to date.

As a second goal, the priority team focused on increasing the number of government
services provided electronically. The group targeted ten e-government projects, two of
which have been completed, with the others in various stages of completion. Electronic
Document Management phase | is in process and a project charter is scheduled for
August 2008. Voice Over IP phones and the SBT Help Desk Call Center have been
completed. The Web Redesign was implemented in October 2007, a tracking
mechanism is being utilized to monitor usage and polices and procedures have been
developed by the steering committee. The E-Payment committee was formed, vendors
are being reviewed and it is anticipated that the Animal Services department will be the
first department to accept E-Payments this next fiscal year. The PeopleSoft upgrade
has been completed, the evaluation of the portal page has been completed, the system
is accessible through the County intranet, the Human Resource module is being piloted
by several departments, roll out of self-service time entry has continued, and employees
can now receive their payroll notice online. The Pay for Performance Automation has
been designed and a pilot implementation will begin late summer 2008. Government
TV has been implemented with video on demand available as of November 2007 and
MYTV has received 1300-2400 unique customer visits each month. Phase | of the
email Standardization project was completed May 2008 and Phase Il is expected to be
completed in October 2008. The County-wide User Directory pilot/proof-of-concept
(POC) was completed and the IT Steering Committee has recommended further
analysis.

To Improve IT security, an IT Security Manager has been hired and an IT Security
Council is being formed. The IT training curriculum has been developed and
approximately 200 staff have attended at the County Health and Safety training.
Trainings will continue and a video is being produced that will be available online. The
new Deputy Chief Information Officer/IT Manager will assist departments in conducting
internal IT security assessments this next fiscal year.

For the third goal, improve the efficiency of county government processes, each
department has completed either a Q.U.I.C or a “Before and After” process
improvement. Each department has assigned one staff member as their Process
Improvement Coordinator. These internal experts meet quarterly to share ideas and
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benchmark other departmental process improvements. To date there have been 64
process improvement projects implemented.

While there have been many successes, the priority team has also identified several
Lessons Learned and opportunities for improvement. Establishing the goal to receive
7,500 customer satisfaction surveys was a good place to start in encouraging
departments to distribute and collect counter surveys. This next fiscal year the focus
needs to shift to collecting meaningful data that is analyzed and trended to make
improvements to how we conduct our business. Each department has access to the
CRM system, but there are only 436 employee users out of more than 4500 employees.
Even though a license costs each department only about $3 per user per month, many
departments limit utilization to conserve costs. Funding can prohibit the ability to move
forward and can impact projections to increase the number of government services
provided electronically. The E-Payment committee realized that implementing an E-
Payment process was much more complex than anticipated. For County-wide
Information Technology endeavors, staff resources in individual departments can
fluctuate based on the demands of the business and centralized communication, e.g.
via a dedicated internal website, may be required. A County-wide User Directory can
potentially touch many different systems and processes, and needs to be given
significant lead-time and advance communication for the owners of those systems to be
able to prepare for such an effort. IT Security is an endeavor that can easily be given a
low priority, but when events occur they remind us very quickly of its importance. No
system or technology will ever be as effective an IT Security undertaking as internal
staff training. Adding the option of the “Before and After” process improvement model
encouraged departments to make significant process improvements without having to
flow map the process. This simplified model permitted departments to more efficiently
define and implement process improvements. Also, seemingly small process
improvement projects, when considered from an organizational perspective, add up to
significant improvement in improving our service to our customers.

Exhibit A outlines the outcomes the Efficient Delivery of Public Services priority team
expected to achieve in the second year and the actual outcomes achieved. Exhibit A
also provides a discussion of Lessons Learned over the past year for each measure.
POLICY ISSUE:

The report on the actual outcomes achieved for Efficient Delivery of Public Services

provides the Board of Supervisors with a progress report on the efforts to support the
Board commitment of providing efficient public services.

STAFFING IMPACT:

There are no staffing impacts associated with this item.



STANISLAUS COUNTY, CALIFORNIA
Fiscal Year 2007-2008

FISCAL GENERAL SERVICES

GOALS AND PERFORMANCE MEASURES

BOARD PRIORITY

The Stanislaus County Board of Supervisors is committed to providing excellent community services
and we charge the organization to effectively manage public resources, encourage innovation and
continuously improve business efficiencies.

In collaboration with public and private partnerships we strive for:
Efficient delivery of public services
PRIORITY TEAM

Assessor

Auditor-Controller

Chief Executive Office
CEO-Risk Management

Clerk of the Board

Clerk Recorder

County Counsel

General Services Agency
Strategic Business Technology
Treasurer/Tax Collector

GOAL 1
Improve customer satisfaction
MEASURE

Increase usage of County customer service tools

EXPECTED OUTCOMES FOR FISCAL YEAR ACTUAL OUTCOMES THROUGH JULY 2008
2007-2008

7,500 customer satisfaction surve
"be recewed and an ’yzsff and

Externa[ customers wiil have acce
county services using the Customer elatlonship a
Management (CRM) program twenty-four hours a | From |
day, saven days a week _ | connection with all

Lon : 2007-2008 fiscal year, there have been more than
| 15,000 requests input into the system to date.

LESSONS LEARNED:

Establishing the goal to receive a minimum level of customer satisfaction surveys by department was a
good place to start. Encouraging departments to distribute and collect counter surveys from their
customers began the process of collecting important customer data. This next fiscal year the focus
needs to shift to collecting meaningful data that is analyzed and trended to make improvements to how
we conduct our business. Each department has access to the CRM system, but there are only 436




employee users out of more than 4500 employees. Even though a license costs each department only
about $3 per user per month, many departments limit utilization to conserve costs.

GOAL 2

MEASURE 1
Increase the number of government services provided electronically

EXPECTED OUTCOMES FOR FISCAL YEAR ACTUAL OUTCOMES THROUGH JULY 2008
2007-2008







LESSONS LEARNED:

Funding can prohibit the ability to move forward and can impact projections to increase the number of
government services provided electronically. In upgrading the PeopleSoft system, the County chose to
use our e-mail ID as our userid in PeopleSoft. Therefore, tech support must setup each userid
individually or modify the PeopleSoft delivered automated process. Self-service access is currently
limited until userid's are setup for all employees.

MEASURE 2

Improve IT security



EXPECTED OUTCOMES FOR FISCAL YEAR ACTUAL OUTCOMES THROUGH JULY 2008
2007-2008

LESSONS LEARNED:

IT Security is an endeavor that can easily be given a low priority, but when events occur they remind us
very quickly of its importance. No system or technology will ever be as effective an IT Security
undertaking as internal staff training.

GOAL 3

MEASURE
Reduce turnaround time for processes that provide efficiency and benefit for the customer

EXPECTED OUTCOMES FOR FISCAL YEAR ACTUAL OUTCOMES THROUGH JULY 2008
2007-2008

LESSONS LEARNED:

Adding the option of the “Before and After” process improvement model encouraged departments to
make significant process improvements without having to flow map the process. This simplified model
permitted departments to more efficiently define and implement process improvements. Also, seemingly



small process improvement projects, when considered from an organizational perspective, add up to
significant improvement in improving our service to our customers.



