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Executive Summary

The 4th quarter and another year have come to a close. Always a busy quarter with Final Budget Adoption and Year End. Notable events
include the following:

In June, the Board of Supervisors approved the final budget for FY 2013. The budget was extremely tight and was the 5% year without any
funding available for raises. The Board did approve OMB’s recommendation for
continuation of the Peak Performer Award program and funding for vacation buy-
back (or another one-time monetary benefit to employees). The vacation buy-back
funds are expected to be distributed in late Fall or early Winter. More details will be
shared when available.

There was change this quarter, which included changes to the organizational
structure. Time was spent assisting the County Manager with research on
organizational structures of other counties and cites. Mr. Manos announced
organizational changes on June 27t. Those changes will be reflected next quarter
with the addition of several departments (Medical Examiner, Public Health and
Justice Systems) and the moving of others to new organizations (OET, Human
Resources, Protective Services and Business Strategies & Health Care Programs).

Leadership team from Towers, Dr. Deborah Gross, Howard
Wilkinson & Sgt Sherry Beckley with Deputy County Manager

Sandi Wilson and MCSO Chief Deputy Jerry Sheridan.
Transition began with the preparation of a transition binder for one of the new i Aiatd

ACMs, Mary Ellen Sheppard, and meetings with another new ACM, Shelby
Scharbach. Additional transition meetings were held with the directors of the
departments transferred into this organization.

The MCSO Resolution teams continue to meet and work towards attainment of the
goals approved by the Board of Supervisors in June, 2011. The 4t quarter report
was delivered to the Board this week. Cooperation continues between all
departments that are participating.

On June 12, 2012, CHS & MCSO came together to celebrate NCCHC Accreditation.
Each jail facility was presented with the NCCHC Accreditation plaque. The
leadership team photos are displayed through out this report. Towers and 4t Ave Leadership team from 4t Ave., Captain Campanaro

are shown here Nancy Knapp & Captain Scurry with Deputy County Manager

Sandi Wilson and MCSO Chief Deputy Jerry Sheridan.
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Office of the Deputy County Manager

The Office of the Deputy County Manager is responsible for many core departments that ensure the
efficient operation of a fiscally sound government.

Sandi Wilson
Deputy County Manager

Deputy County

Manager
Sandi Wilson
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Office of the Office of the Deputy County Manager

Deputy County
Manager

MCSO Resolution:

* Finalized the County Travel Policy

Reporting Departments:
Business Strategies &
Health Care Programs
Correctional Health
Human Resources
Office of Enterprise
Technology
Office of Management &
Budget
Research & Reporting

¢ Finalized the Jail Enhancement Fund
Procedure Manual

* Finalized the Aviation Procedure Manual

* MCSO Volunteer Policy is in final draft
awaiting MCSO approval

* Staffing studies continue — with reports
currently being written by the
consultants

NCCHC Accreditation and Recognition Event. Shown here is the
leadership team from Tent City, Howard Wilkinson & Chief Donald * MCSO Payroll Audit is complete and
Marchand with Deputy County Manager Sandi Wilson and MCSO Chief
Deputy Jerry Sheridan.

recommendations are being
implemented

* Line item review expired 6/30/2012

* MCSO Detention went live on time
clocks in July 2012 and sworn will be live
in August 2012

ADP Accomplishments:

* Presentation made on the Talent
Management System to Tom Manos.
Final go decision to be made in August
2012.

NCCHC Accreditation and Recognition Event. Shown here is the
leadership team from Durango, Dr. Deborah Gross, Toni Hommel &
Captain Ansel Harmon with Deputy County Manager Sandi Wilson and
MCSO Chief Deputy Jerry Sheridan.
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Office of the
Deputy County
Manager

Significant Projects:
Court Tower Financial
Support
ADP Implementation
Budget Development
Ethics Committee
MCSO Resolution
Policy Review
Employee Programs and
Communication

Office of the Deputy County Manager

Accomplishments:

Completed FY 2013 Benefits Open Enroliment;
achieved all-time high participation rate of
99.1%.

Won appeal of HRSA decision to deny
reimbursement of $22,000 in payments to
ADOC; HRSA reversed its position and
reimbursed Maricopa County.

OnJune 12, 2012, CHS & MCSO coordinated a
NCCHC Accreditation and Recognition event.
Together they recognized the leadership from
each of the 7 jails.

Refunded all excess employee ASRS deductions
for FY 2012. Process was seamless and timely.

All electronic personnel files transferred
successfully to OnBase.

15 employees participated in the first “Meet A
Recruiter” session for employees to attend and
ask questions one-on-one with a recruiter on
June 21, 2012.

Employee Development continues to
coordinate with MCAO on policy revisions.

Continued meeting with MCSO to outline day-
one operations and integration requirements
for the data center for the new MCSO
headquarters building, and other MCSO
locations. MCSO approved the high-level
timelines and major milestones.

The FY 2013 final budget adoption occurred on
June 18, 2012, when the Board of Supervisors

adopted a budget thatis $72 million less than

FY 2012.

FY 2012 Fourth Quarter — DCM Constellation Report

Challenges:

¢ Transitions for Business Strategies & Health
Care Programs, Human Resources, Justice
System, Medical Examiner, Office of
Enterprise Technology, Public Health and
Protective Services to new leadership. All
departments require a coordinated
transition.

¢ CHS has successfully worked with our new
IT support department to ensure a smooth
transition between MCSO IT and OET.
There have been multiple problems early
on in the transition and it is imperative that
CHS maintain all electronic means of
capturing data until the new EHR is fully
implemented and operational.

* Coordinating a possible IGA with Judicial
Branch for maintaining court personnel
records.

e Continued uncertainty of an economic
recovery translates into limited revenue
growth. OMB will continue to closely
monitor the fiscal situation.

 Setting up new retirement contributions
for the County for Alternative Contribution
Rates. Must manually track any employee
not currently contributing to the plan in
which their position is covered under and
must set the employee up to have an
employer contribution calculated each pay
period and submitted to the appropriate
retirement plan.
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Business Strategies
& Health Care Programs

The mission of Business Strategies & Health Care Programs is to provide business management and health
management services to employees and taxpayers so they can live and work well.

Christopher Bradley
Director

FY 2012 Fourth Quarter — DCM Constellation Report Page 5



Business
Strategies &
Health Care

Programs

Strategic Goals:

e By 2015, there will be a
10% increase in the number
of eligible people with
HIV/AIDS entering and
remaining in medical care.

Key Result Measures:

¢ Percent of clients tested
with a Viral load below level
of detection.

¢ Percent of eligible clients
with referral to non-medical
support services who
receive medical services or
non-medical support
services.

Ryan White HIV/AIDS Part A Program
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Background Information:

¢ Percentage of clients with viral load below level
of detection indicates the relative health of WPA
clients as well as the danger of spreading HIV
infection to other persons.

e The RWPA program contributes to this result by
identifying and enrolling people with HIV/AIDS,
as well as by sustaining continuity of health care
and other services.

¢ The viral load result is a new performance
measure and includes client self reported data.

¢ Core medical services include primary medical
care, mental health, substance abuse, medical
case management and nutrition services.

Analysis:

¢ Undetectable viral load increase in Q4 reflects
increased number of clients submitting viral load
data.

¢ Client self reported viral Load result is above the
national average reported by the CDC for all
people infected with HIV, which is 28%.

¢ Core medical services have exceeded targets by
12.1% over the first 3 quarters.

Action Steps:

¢ Continue to refine and validate the viral load
measure to insure its accuracy.

¢ Continue to improve results by improving
outreach and continuity of services.
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Business
Strategies &
Health Care

Programs

Strategic Goals:

By July 1, 2015, premium
rates for medical plans for
active employees will be 3%
below national medical
trend to keep premium
rates as low as possible for
employees.

Key Result Measures:

Percentage of employees
receiving coverage who are
satisfied. 94% of surveyed
employees were satisfied
in 2012, compared to 95%
in 2011.

Percentage of employees
receiving coverage who
rate their benefits as
affordable. 82% of surveyed
employees agreed or
strongly agreed that their
health benefits were
affordable in 2012,
compared with 81% in
2011.

Percentage of claims
expense to premium
revenue (loss ratio).

Employee Health Benefits Program

FY12, 4th Quarter Service Delivery:
¢Calls handled by Benefits Customer Service Team
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Background Information:

¢ Employee Health Benefits Program
provides health insurance coverage and
wellness services to Maricopa County
benefit-eligible covered members so
they can have access to effective and
affordable health care.

e “Loss Ratio” is the percentage of plan
expenses to plan revenue. Loss ratios
are targeted at 100%; 100% or less is a
favorable result.

Analysis:

¢ Loss Ratios ended FY 2012 less than
100% (favorable) for the medical and
self-insured dental plans.

* Loss ratios exceeded 100% (unfavorable)
for pharmacy plans. Utilization of
expensive specialty medications is an
ongoing concern.

Action Steps:

¢ Implement improved plan designs for FY
2013.

* Monitor expenses, particularly for
pharmacy, and identify additional
strategies to avoid and control costs.
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Business
Strategies &
Health Care

Programs

Current Initiatives:
Drug formulary revisions
Procurement of key
insurance vendors
Update of 27 department’s
strategic business plans
Pilot of “Opt Out” HIV
testing in County Jails
Durango Fitness Campus
YMCA contract for
discounted employee
memberships and other
wellness services
Expansion of dental and
early intervention services
for persons living with
HIV/AIDS

Business Strategies & Healthcare Programs

Accomplishments:

¢ Completed FY 2013 Benefits Open
Enrollment; achieved all-time high
participation rate of 99.1%.

* Completed on-site biometric screening
clinics; participation increased from
76.7% in 2011 to 79.4% in 2012, an all-
time high.

¢ Launched agreement with the Valley of
the Sun YMCA to provide fitness and
wellness services to 25,000+ benefits-
covered employees and dependents at
17 regional locations.

e Completed purchase and installation of
strength-training equipment at the Flood
Control Administration Building, thereby
completing the Durango Fitness Campus.

* Recognized by Association of
Government Accountants for the

Maricopa County Report to Citizens 2011.

¢ Coordinated redesign and launch of new
County Strategic Plan web site.

* Won appeal of HRSA decision to deny
reimbursement of $22,000 in payments
to ADOC; HRSA reversed its position and
reimbursed Maricopa County.

* Hosted community meetings regarding
impact of Affordable Care Act on Ryan
White Programs.

¢ Completed on-site review of 16
subcontractors to ensure compliance
with federal and local fiscal,
programmatic and quality regulations

FY 2012 Fourth Quarter — DCM Constellation Report

Challenges:

¢ Reducing health risk not just for 12,000
covered employees, but for 25,000 total
covered employees and their family
members.

¢ Growing population infected with
HIV/AIDS.

* Funding cuts to AHCCCS result in higher
demand for Ryan White Part A services.

* Relations with HRSA, including:
¢ Audit findings not finalized.

* Grant drawdown restrictions remain
in place. Will meet with new HRSA
Project Officer in July to discuss next
steps.

* Moving the organizational culture to
support employee wellness.

* Communication to all departments.

* Awaiting state decisions related to the
Affordable Care Act which will impact
service delivery in Maricopa and Pinal
Counties.
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Correctional Health Services

The mission of the Correctional Health Services Department is to provide cost effective, medically
necessary, integrated health care services to patients in the County jails so they can proceed through the
judicial process

Thomas J. Tegeler, RN, MPH,CCHP,NEA-BC,
Director

FY 2012 Fourth Quarter — DCM Constellation Report Page 9



Correctional FY12, 3" Quarter Results: (4" qtr not complete) Outpatient Program
H Ith -3) o; initial assessmznts chomgzl‘e::]ed within 14 days gg
ea *% of patients triaged within ours A
. *% of prescriptions written given within 3 days 98 BaCkground Information:
Services «9% of scheduled appointments kept 83 e The f|r§t four program res'ults for.the
% of screened inmates booked 98 outpatient program are directly linked to
NCCHC accreditation and Graves v Arpaio

Strategic Goals:

e By 2013, the vacancy rate
for direct patient care will
be no greater than 10%,
which will benefit client
care.

By 2012, CHS will have a
tracking mechanism for
chronic care patients to
ensure appropriate
continuity and level of
health care.

By 2014, 100% of CHS
patient health records will
be in an electronic format.
By 2015, CHS will build a
stronger partnership with
Maricopa Integrated Health
System (MIHS) and District
Medical Group (DMG) by
providing over 50% of initial
referrals to specialists on
site or through
telemedicine, and
increasing the number of
ancillary services provided
by MIHS and DMG.

NCCHC Accreditation and Recognition Event. Shown here is the
leadership team from Estrella, Lil Espinoza, Will Rankin, Captain
Tracy Haggard & Lt. Robert Eastland with Deputy County Manager
Sandi Wilson and MCSO Chief Deputy Jerry Sheridan.

compliance.

Several years ago, CHS lost accreditation due
to the inability to meet the required demand
for these services.

Analysis:

In partnership with MCSO, CHS has regained
accreditation and has managed to annually
see 400,000 patients for sick call visits, triage
100,000 health care requests, and distribute
225,000 prescriptions!

Working in collaboration with MCSO has been
a proven success.

Action Steps:

Continue to monitor and track closely.
Manage provider productivity for the
Outpatient visits by provider and hold medical
and mental health providers accountable.
Continue with due diligence in achieving EHR
ongoing milestones.

Current Initiatives:

Successfully implement EHR.

Maintain low vacancy rates in the clinical
areas.

Maintain accreditation.

Programs:

e Qutpatient

* Inpatient

e Support Services

* Restoration to Competency

e Restructure our IT support services received.
¢ Completion of Zone H and EHR connectivity.

NCCHC Accreditation and Recognition Event. Shown here is the
leadership team from LBJ, Captain Edward Cesolini, Teresa Cannon,
Bradd Milstone & Kathleen Harris with Deputy County Manager
Sandi Wilson and MCSO Chief Deputy Jerry Sheridan.
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Correctional
Health
Services

Key Result Measures:

Percent of initial health
assessments completed
with 14 calendar days.
Percent of patients triaged
within 24 hours.

Percent of prescriptions
written that are given
within three days.

Percent of scheduled
appointments kept.
Percent of screened
inmates booked.

Percent of infirmary
patients discharged within
16 days.

Percent of mental health
unit patients discharged
within 25 days.

Percent of complete
medical records provided to
external requestors within
7 days.

Percent of Rule 11
evaluations performed
within 21 days.

Percent of competency
determinations performed
within 78 days.

Percent of inmates found
not restorable within 15
months of determination of
incompetence.

Correctional Health Services

Accomplishments:

* The examination for Certified
Correctional Healthcare
Professionals (CCHP) was conducted
in Phoenix by CHS! In response to a
request from Director Tom Tegeler,
the education team worked with the
NCCHC to bring the exam to Phoenix
hosted by CHS.

¢ The final signature from the Board of
Supervisors was completed on the
EHR contract at the end of May,
2012, and the implementation of the
contract has officially started. This
implementation effort will require
energy, enthusiasm and support
from many County entities.

¢ CHS achieved a 97% participation
rate with the Employee Satisfaction
Survey with an overall satisfaction
score of 5.81. The environmental
scan of CHS overall was very positive.

¢ Partnered with BHCS and PHS to
pilot an HIV opt out program.

¢ Successfully developed a true
partnership with MCSO.

FY 2012 Fourth Quarter — DCM Constellation Report

Challenges:

* Successfully work with our new IT

support department and ensure a
smooth transition between MCSO IT and
OET. There have been multiple problems
early on in the transition and it is
imperative that CHS maintain all
electronic means of capturing data until
the new EHR is fully implemented and
operational.

Inability to maintain community salary
competiveness in order to attract and
retain skilled clinical and administrative
personnel .

Manage a structurally sound and fiscally
responsible budget while continuing to
meet the increased demand of our ever
aging and growing population.

Maintain ongoing compliance with
NCCHC and Graves v Arpaio while dealing
with manual processes and a rough IT
transition.
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Human Resources

The mission of Human Resources (HR) is to provide policy-based enterprise services to facilitate the

recruitment, development and retention of employees for Maricopa County government so they can
maintain a qualified, professional, and diverse workforce.

Sandi Wilson
Director

Linda Young
Deputy Director
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Human Resources

Strategic Goals:

e By 2016, 97 % of County
agencies will indicate they
are satisfied or very
satisfied with the service
provided by the Employee
Services Division, as
indicated by the internal
customer satisfaction
survey.

By 2016, 15 new training

programs will be provided.

Key Result Measures:

e Percent of departments
satisfied or very satisfied
with services provided.
Percent of customers who

reported satisfied or higher

with services provided.
Percent of participants
reporting satisfied or very
satisfied that the stated

goals and objectives of the

class were met in classes
identified as key training
programs.

Employee Development

FY12, 4" Quarter Training Outputs:

*Number of classes 141
*Number of employee participants 1,637
4t Quarter Employee Training Activity
*Attendees to New Employee Orientation 169
eAttendees to Employee Development Classes 981
eAttendees to Adjunct Faculty Classes 461
*Attendees to Outside Vendor Classes 297
eAttendees to “Supervision 101” 3 Day Class 43

FY 2012 Fourth Quarter — DCM Constellation Report

Background Information:

Staffing has been in fluctuation during the
4% quarter.

A new trainer started 05/21/2012, with
another trainer vacancy occurring on
06/08/2012, which was filled on
06/21/2012. An additional vacancy will
occur on 07/13/2012.

Analysis:

Staffing issues have affected continuity of
classes scheduled resulting in lower
attendance numbers.

Action Steps:

Hire an additional trainer.

Continue to evaluate training needs of
departments, relegate resources
appropriately.

Employee development trainers will
continue to familiarize themselves with
existing course content in order to provide
quality training.

Three new classes to be developed and
delivered within next quarter to include
“Giving and Receiving Feedback,” “Ethics 4
Everyone,” and “The Respectful
Communicator.”
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Payroll & Records Management

Human Resources

Background Information:

¢ Process payroll for all county employees
including election workers when needed.

¢ Process all personnel actions for county
employees using imports from NEOGOV and
direct input into ADP.

¢ Maintain all payroll and eTime information.

Strategic Goals: FY12, 4th Quarter Program Outputs:
* By 20}6, 97% of.County *Number of paychecks issued 788,646
agencies will indicate they *Number of records maintained 9,867

are satisfied or very *Number of records sampled 186
satisfied with the service

provided by the Employee
Services Division, as

indicated by the internal Customer Satisfaction Results
customer satisfaction Very Satisfied/Satisfied Analysis:
survey. ¢ Number of employees not paid
timely/correctly reduced since
Key Result Measures: 96% implementation ADP and all employees
 Percent of paychecks 94% - entering and approving own time.
accurately processed. 0 ¢ Increase in percentage of personnel files
* Percent of employee 929% - maintained correctly.
records accurately mFY2011
maintained. 90% - Action Steps:
= Fy2012 e Continuous review of payroll processes.
88% - ¢ All County employees on direct deposit or
pay card by September 2012.
86% - ¢ Having all payroll/records employees attend

customer service training to boost

PayroII Records satisfaction results.

e Entire staff working on areas of
improvement in key areas on the employee
satisfaction survey.

¢ Get updated Public Information
Request/Subpoena training for staff.
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Human Resources

Human Resources

Accomplishments: Challenges:

Current Initiatives:

Job Fairs and Training » Employment Services Division:  Two divisions are operating with new

Pilot Projects to enhance
Recruitment Processes
Merit Commission Rules
Revisions

ASRS excess Contributions
Refunded

Electronic Personnel
Records on OnBase

¢ Attended four (4) job fairs.

¢ Consulted with ICJIS Executive
committee for selection of ICJIS
Director.

¢ Working to expand the list of Hearing
Officer vendors.

¢ Created a weekly employment outreach
distribution list; includes 40+ agencies.

e In preliminary stages for the MCSO
promotional recruitment.

¢ Conducting a number of pilot projects
to enhance recruitment processes.

¢ Employment Services staff researched local
agencies and provided recommendations
to the Merit Commission members on
revisions to the Employee Merit Rules and
Law Enforcement Officers’ Merit Rules in
relation to the amount of time allotted for
an appeal hearing.

¢ Refunded all excess employee ASRS
deductions for FY 2012. Process was
seamless and timely.

¢ All electronic personnel files transferred
successfully to OnBase.

FY 2012 Fourth Quarter — DCM Constellation Report

employees and one division is down one
position. Recruiting, interviewing, hiring,
and initial training of new hires will take
additional resources.

Collaborating with MCAO to conduct legal
review of HR policies delays the final
revision and implementation of policies.

Payroll is conducting Workforce Climate
Assessment for entire staff to see if areas of
true dissatisfaction on the Employee
Satisfaction Survey can be identified.

Setting up new retirement contributions
for the County for Alternative Contribution
Rates. Must manually track any employee
not currently contributing to the planin
which their position is covered under and
must set the employee up to have an
employer contribution calculated each pay
period and submitted to the appropriate
retirement plan.

Coordinating a possible IGA with Judicial
Branch for maintaining court personnel
records.

Monitoring the progress of the closure of
the FMD/Jefferson Garage roof top parking
areas for construction and installation of
solar panels.
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Office of Enterprise Technology

The mission of the Office of Enterprise Technology Department is to provide secure, cost-efficient, and

high quality technology solutions to County departments so they can best serve our citizens and
communities.

Stephen L. Wetzel
Chief Information Officer
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Information Technology Infrastructure Program

Enterprise
Technology FY12, 4% Quarter Results: Background Information:
*Percent of time external systems (Internet) access is available ~ 100% o
Strategic Goals: Percent of time Enterprise Email is available 100% * The measures reflect the.avallablllty of key
e By June 2013, OET will *Percent of Smart devices enterprise services are available 100% technology systems that impact the

business continuity of Maricopa County.

improve customer
satisfaction with the
timeliness and quality of
services as evidenced by an 100.10% 100% 100%
increase in our customer 100.00%
satisfaction score to 98%. 99.90%

Percent of time external systems (Internet) access is available
Analysis:

= Target Goal
m 1st Qtr

¢ External systems (Internet), Enterprise
email and Smart devices were all available

By June 2013, OET will 99.80% 29:77% m 2nd Qtr 100% of the time in the 4th Quarter.
improve employee 99.70% - 99.67% ®3rd Qtr

satisfaction as evidenced by 99‘60'y w 4th Qr .

an increase in our 0% Action Steps:

employee satisfaction score 99.50% - . o

of 85%. ¢ Continue to enhance monitoring

By June 2014, OET will Percent of time Enterprise Email is available ;:2F;a:\t;lllll:;e:hf:trC)C:Cuen;\/ssgtt:r:]pgjfasgy:tems
ensure 55% of the OFT= 100.10% 99.95% 100%—100% occurs, the outage is immediately
managed County 100.00% -92% 99:91% i Target Goal diagnosed and that service is restored as
technology infrastructure 99.90% - .

will be within current 99.80% - H st Qtr soon as possible.

lifecycle standards to meet 99.70% - = 2nd Qtr

customer demands and 99.60% - 99.53%

industry best practices. 99.50% - ™ 3rd Qtr

By October 2016, 75% of IT 99.40% - I = 4th Qtr

services will be in 99.30% -

compliance with approved
IT standards.

Percent of time Smart devices enterprise services are available

Key Result Measures: 101%
J IZercent of time external 99.95% 99.95% 100%  100%
100% -

systems (Internet) access is
available. 99% - [ Target Goal
* Percent of time Enterprise 98% - H 1st Qtr
Email is available. 97.06% m2nd Qtr
e Percent of time Smart 97% - = 3rd Qtr
devices enterprise services 96% - = 4th Qtr
are available.
95% -
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Information Technology Management Program

Enterprise
th . .
Technology FY12, 4% Quarter Results: . Background Information:
*Percent of Production Support service requests resolved 104%

Strategic Goals: *Percent of Project Development service requests resolved 97% e Measures reflect the number of Production
* By June 2013, OET will Support and Project Development services

improve customer requested and resolved by OET’s Advanced

satisfaction with the Percent of Production Support service requests resolved Services Division.

timeliness and quality of .

e 140% 120.36% Analysis:

services as evidenced by an

[)

increase in our customer 120% 20,949, 93.60% 100.17%104:15% ¥ Target Goal * In the 4th Quarter, OET transitioned to a
satisfaction score to 98%. 100% ’ = 1st Qtr new Service Desk ticketing system that
By June 2013, OET will 80% - resulted in the research and closure of a
improve employee 60% - = 2nd Qtr higher than normal number of requests and
satisfaction as evidenced by 40% - incidents during this period.
an increase |n.our . 20% = 3rd Qtr .
employee satisfaction score o Action Steps:

0% -

of 85%. = 4th Qtr ET . K | .

By June 2014, OET will 0] cont{nues.to \llvor to re:o ve serlwce

ensure 95% of the OET- requestsin a tlme y ar.md professiona
manner, and will continuously evaluate

Percent of Project Development service requests resolved ways to improve service delivery to meet
and exceed customer expectations.

managed County
technology infrastructure
will be within current 120% 112.01%

lifecycle standards to meet . 99.25% 96.94% = Target Goal
customer demands and 100%

industry best practices. 80% 79-75% 78.91% m 1st Qtr
m 2nd Qtr
= 3rd Qtr
1 4th Qtr

By October 2016, 75% of IT 1
services will be in 60% -

compliance with approved
IT standards. 40%
20% -

Key Result Measures:
0% -
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e Percent of time external
systems (Internet) access is
available.

e Percent of time Enterprise
Email is available.

e Percent of time Smart
devices enterprise services
are available.




Enterprise
Technology

Current Initiatives:

* Enterprise Voice over
Internet Protocol (VolP) /
Unified Communications
(Uc)

* Enterprise Contact Center
Project

e OET Data Center Migration
Planning

Office of Enterprise Technology

Accomplishments:

Enterprise VolP/UC

¢ Continued meeting with MCSO to outline
day one operations and integration
requirements for the data center for the
new MCSO headquarters building, and
other MCSO locations. MCSO approved the
high-level timelines and major milestones.

¢ Received VolP pod equipment and installed
equipment in data centers.

¢ Completed environmental and physical site
surveys of conference rooms at the
downtown campus, and started Phase Two
video deployment planning.

¢ Continued meeting with Avaya for
Advanced Communication System (ACS)
and audio conferencing and presence, and
to define deployment schedules.

Enterprise Contact Center Project

e Completed project plan for replacement of
existing Animal Care and Control’s
Synchronous Optical Network (SONET)
Automatic Call Distribution (ACD) and
Interactive Voice Response (IVR) system.

¢ Completed Customer Interaction Center
(CIC) core Disaster Recovery (DR) testing
and system acceptance.
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Accomplishments (continued):

OET Data Center Migration Planning

¢ OET will move its data center, located in
the basement of the New Administration
Building (NAB), to the fourth floor of the
South Court Tower (SCT). Thisis a
complicated project that involves extensive
planning.

¢ OETis developing a migration strategy and
plan that is fiscally responsible and provides
the least risk. The strategy includes the
collection of all data regarding OET
infrastructure and plans for the physical
move, associated testing, and post-move
activities.

Challenges:
Enterprise VolP/UC

¢ Continue important activities regarding the
Enterprise VolP/UC project. Some activities
Include:

¢ Configure data center VolP pods.

¢ |ssue the UC survey and develop UC
enterprise strategy.

¢ Complete asset management physical
inventory and reconciliation reporting of
all VolP project equipment as required by
the Department of Finance.

¢ Develop web-based telephony training
modules.
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Office of Management & Budget

The mission of the Office of Management & Budget (OMB) is to provide a sustainable, structurally
balanced budget to the Board of Supervisors and County Manager so they can achieve the County's
mission within available resources.

Sandi Wilson
Deputy County Manager
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Management &
Budget

Strategic Goals:

e By 2015, mandated fixed
contributions to the State
of Arizona will be less than
20% of total General Fund
operating revenues, a
reduction of 11.9% from
the FY 2010 level.

By 2015, Maricopa County
will be the low-cost leader
among large urban
benchmark counties as
demonstrated by having
the lowest cost on 100% of
a basket of commonly
provided services and
functions.

By 2015, the County’s
burden on taxpayers, as
measured by total County
tax revenues as a
percentage of personal
income, will be less than
0.8%, a reduction of 2.4%
from the FY 2010 level.

Key Result Measures:

* Percent of activities with
actual expenditures at the
end of the fiscal year within
5% of the mid-year
forecast.

Percent of appropriated
budgets with expenditures
within budget at the end of
the fiscal year.

Planning & Budgeting Program

FY12, 4t Quarter Program Outputs:

*Number of appropriated budgets monitored and forecasted 350
*Number of budgeted activities monitored and forecasted
(dept/fund/activity): 1403

FY 2012 Year-over-Year Growth of Sales Tax Receipts by Month

10.00%

8.00% WA
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Budget to Forecast
Departmental General Fund Operating Budgets

B At budget B Under budget within 5%

B Under budget more than 5% B Over budget
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Background Information:

The 4t quarter growth of state shared-
sales tax of 3.1% was much less favorable
than the 7.4% seen during the first quarter
of FY 2012. OMB’s forecast by only
$2million or .5%. The total year state-
shared sales tax receipts are estimated to
exceed .

A structurally balanced budget for FY 2013
was presented to and adopted by the
Board of Supervisors.

Analysis:

Revenue is anticipated to only slightly
exceed budget once final accruals are
posted.

Expenditures forecasted to be under
budget at year-end.

Action Steps:

OMB will update the 5-year forecast
incorporating the latest economic
indicators and revenue trends to set the
stage for the FY 2014 budget cycle.
Strategies will need to be developed to
maximize revenue as sales tax growth
creeps upwards and assessed value of
property is expected to continue to
decline.

Progress Towards Strategic
Goals:

FY 2013 mandated fixed contributions to
state are estimated at 21.4% based on the
adopted budget.

FY 2013 tax revenue as a percentage of
personal income is estimated at .72%
based on the adopted budget.
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Employee Compensation Program

Management &

BUdget FY1|2, 4th Quarter PrOﬁr;m Results: > 10% Background Information:
*Voluntary turnover-4th Quarter -10% .
*Voluntary turnover-Annual 7.30% From FY 2005 to FY .2008' the C?L!nty
Strategic Goals: . o ) funded market studies and merit increases.
g . *% of surveyed employees voluntarily terminating because of pay « The economic challenges over the last
* By 2015, the voluntary (37 Quarter - Collected in 4th Quarter) 37% eng ,
turnover rate for full-time several years have impacted the County’s
employees will be ability to continue to compensate
maintained at or below Voluntary Turnover by Quarter employees as had been in prior years.
10%. .
2.50% AnaIyS|s:
Key Result Measures: 2.00% |  Lst . Whilg turnovEr ren?aipfs. relat_ively Ifow, pay
« Percent of surveyed continues to be a significant issue for
employees indicating their 1.50% - = 2nd erpploy.egs who leave the County.. .
serafs ET n rellidian 0 s 1.00% - e |tis anticipated that employee satisfaction
T ) = 3rd with pay will decline until the County is able
Percent of sur\'/eyed 0.50% —:.:.:.:.: to fund compensation increases.
employees voluntarily 0.00% - W 4th .
terminating employment FY 08-09 EY 09-10 FY 10-11 FY 11-12 Action Steps:
with Maricopa County e OMB will continue to review and update
because of pay. Market Range Titles and ranges.
. * OMB will draft incentive plan options for
Voluntary Turnover by Fiscal Year the County Manager/Board of Supervisors
12.00% to consider.
0,
8.00% ” = 909 7-30%
5.77% o .
6.00% 5.20%
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Management &
Budget

Current Initiatives:

Creation of a Position
Management Application
System

Development of a
Performance Management
System

Management & Budget

Accomplishments:

The FY 2013 Recommended Budget was
presented to the Board of Supervisors on
May 21, 2012. The Board of Supervisors
tentatively adopted the budget on the
same date.

The final budget adoption occurred on June
18, 2012, when the Board of Supervisors
adopted a budget thatis $72 million less
than FY 2012.

Funds were identified to support two new
pilot criminal justice programs focused on
reducing long-term costs: Cradles to
Crayons and the Maricopa County
Education Service Agency’s Juvenile
Reentry Program.

Feedback sessions on Budget Development
and Budget Monitoring/Forecasting were
held with Department Budget Liaisons as
well as OMB staff. Future improvements
are anticipated as a result of these sessions.

Obtained Board approval of the revisions to
the Pay Differentials Policy in order to
clarify the Policy so that it matched how
ADP handled shift differentials.

Completed 41 Market Range Title reviews.

Completed the FY 2013 Special Work
Assignment renewal process.

FY 2012 Fourth Quarter — DCM Constellation Report

Challenges:

¢ Continued uncertainty of an economic

recovery translates into limited revenue
growth.

Declining property tax revenue presents
challenges to meet service demands.

Ensuring that all departments are
complying with the Federal Fair Labor
Standards Act.

The stagnant economy has resulted in the
lack of funding for regular merit and market
increases. This has created compression
issues (employees with varying years of
experience making the same rate), which
in turn has impacted job offers, giving
employees the sense that there are no
growth opportunities at the County,
impacting employee morale.
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Research & Reporting

The mission of Research & Reporting is to provide survey data services to County managers so they can
more effectively manage for results using statistically reliable data

Ken Andersen
Director
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Research &
Reporting

Strategic Goals:

e By 2016, 90% of
respondents will report
satisfaction with the
Customer Satisfaction
survey.

By 2016, 90% of
respondents will report
satisfaction with the
Employee Satisfaction
Survey.

By 2016, 90% of
respondents will report
satisfaction with the Exit
Interview survey.

Key Result Measures:

* Percent of eligible
respondents who are
interviewed for a county-
department-contracted
survey project (Rate of
Response or Participation
Rate) .
Percent of eligible
respondents who are
interviewed for a county-
sponsored survey project
(Rate of Response or
Participation Rate) .
Percent of eligible
respondents who are
interviewed for outside
agency survey projects
(Rate of Response or
Participation Rate).

Research & Reporting Program

FY12, 4t Quarter Program Outputs:

*Number of county-department-contracted
survey projects completed

*Number of county-sponsored survey projects
Completed

*Number of outside-agency survey projects
completed

17

Action Steps:

e Research & Reporting is consulting with
department management to help integrate
the employee and customer satisfaction
surveys into their MfR plans.

All Appointed Departments FY 1986-2012
Overall Satisfaction Scores

H2011-2012
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B 2009-2010
0 2008-2009
02007-2008
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0 2005-2006
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0 2003-2004
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0 2000-2001
019992000
B1997-1998
W 19951996
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Exiting Employees

3rd Quarter

FY2011-2012

How much each factor contributed to decision to leave

Personal obligations such as family, education, or military service.

Relocation to another city, county, or state OR to work closer to home.

Your pay.

Benefits. (Holidays, Paid Time Off, Insurance, Etc.)

Lack of advancement opportunities.

Lack of training opportunities.

Work schedule or number of hours.

The opportunity to leave the public sector (or jointhe private sector).

The amount of work that was expected of you.

That you did not have the decision making power to do your job.

Hiring and promoting practices in the county or department.

How performance problems were handled.

Non-physical working conditions such as job security or recognition.

Lack of communication including input into planning and feedback.

Discrimination or harassment (personal, employee, or customer).

Physical working conditions including equipment & supplies, safety and workspace.

The type of work youdid or your job duties.

Front line management —immediate supervisor.

Department / division level management.

County management including the county manager and assistant county managers.

0% 10% 20% 30% 40% 50% 60% 70% 80%

EALOT @ SOME
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Research &
Reporting

Current Initiatives:

* R & Ris working with OET
to find the software and
develop the methodologies
necessary to be able to
administer some of the
surveys on line.

Research & Reporting Program

Accomplishments:
* During the 4th Quarter, R & R compiled and

released the employee satisfaction survey
results for seventeen county agencies and
began the process of generating the county
wide reports for the fiscal year.

We also compiled and released the 3"
Quarterly Report for the newly designed
and formatted Exit Interview Report.

R & R completed data collection and
reporting for the State of Arizona in regards
to compensation and credentials of Arizona
child care centers.

* This quarter we also started data collection

for the DES Child Care Market Rate Survey
which we are contracted to conduct every
two years.

Challenges:

The Employee Satisfaction continued in
mass as we were able to complete the data
collection and reporting for 17 additional
County agencies.

The DES Child Care Market Rate Survey is
always a challenge. In this survey we not
only interview each of the licensed day care
centers, we also conduct interviews with all
child care providers in the state.

The major challenge R & R is facing is in
regard to technology and its impact on data
collection. Gradually converting our
ongoing research projects to online self
administered questionnaires while
maintaining the controls and confidentiality
necessary if proofing to be a major
undertaking.
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