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Executive Summary

This new report was prepared with the Board of
Supervisors and the County Manager in mind as our
readers. The report will be produced on a quarterly
basis and will provide basic performance
management information for the programs within

The committee will be revising policies and establishing
subcommittees to receive input from directors and other
interested members of the County’s management team.
Topics that will be addressed include: CCC campaign,
vendor relations, ethics training, affinity groups, and gift

the Deputy County Manager constellation and other
relevant data on accomplishments and challenges. It
is important that we receive feedback to ensure that
the information is useful. Suggestions on how to
better educate and inform is always welcome.

policies.

The MCSO Resolution teams continue to meet and make
progress regarding changes to policies and operational
improvements throughout the Sheriff’s Office. Award of
the cash handling system has occurred and it will be

Budget preparation for the FY 2012‐13 budget is well
underway. The primary challenge with this budget
season is the significant drop in property tax
assessed valuations of 11%. The drop in property
taxes will be $52.5 million, with a flat tax rate of
$1.24 per 100 of assessed valuation. State‐shared

g y
implemented in MCSO, throughout the Court System, and
in other county departments. Other issues that are being
developed and implemented include: travel policy,
extradition review, aviation program overview and various
IT implementations.

$1.24 per 100 of assessed valuation. State shared
sales taxes and vehicle license taxes are still sluggish
and are not off‐setting the reduction in property
taxes. In addition, there are some much needed
expenditure increases in a number of departments
including: Medical Examiner, Public Defender, Justice
Courts Risk Management and Solid Waste

Finally, the South Court
Tower’s financial close‐
out is almost complete.
Facilities Management,
OMB and Procurement
Services have beenCourts, Risk Management and Solid Waste.

This past quarter, an Executive Ethics Committee
began meeting to review our ethics policies and
training. The committee is being staffed by Rebekah
Francis (OMB) and Brandon Newton (MCAO).
Members of the committee include Joy Rich

Services have been
working closely on the
final change orders,
invoices and
reconciliation reviews.
In addition, outside
counsel has beenMembers of the committee include: Joy Rich,

Rodrigo Silva, Sandi Wilson, Shelby Scharbach and
Wes Baysinger.

counsel has been
consulting on ensuring
that prices and final
costs are within
contractual boundaries.
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Assessor
Keith Russell

Sheriff
Joe Arpaio

Treasurer
Charles HoskinsConstables

Superintendent
of Schools
Don Covey

Office of the Deputy County Manager

Th Office of the Dep t Co nt Manager i ibl f d t t th t thThe Office of the Deputy County Manager is responsible for many core departments that ensure the
efficient operation of a fiscally sound government.

Sandi Wilson

Regional
l C ti l

Management
& Budget

Deputy County Manager

Development Services
Joy Rich,
Asst. County Manager

Deputy County
Manager

Human
Resources

Correctional 
Health

Tom Tegeler

Research
& Reporting

Bus. Strategies &
Health Care Prog

Sandi Wilson & Reporting
Ken Andersen

Risk Management
Brad Keogh, 

Acting Director

Enterprise 
Technology

Stephen Wetzel,
CIO

Health Care Prog.
Chris Bradley

Acting Director CIO
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Office of the 
Deputy County 

Manager

Office of the Deputy County Manager

MCSO Resolution ‐ Background 
Information:With the debut ofManager

Reporting Departments:
• Business Strategies & 
Health Care Programs 

• Correctional Health
• Human Resources

• The Responsible Parties continued to institute 
the Board’s Resolution passed June 2011.  

• Met bi‐weekly as a group and often more 
frequently as sub‐groups.  

Analysis:

With the debut of 
Maricopa Magazine, 
we are creating 
another 
communication 
instrument – reaching 
our County employees • Human Resources

• Office of Enterprise 
Technology 

• Office of Management & 
Budget

• Research & Reporting 
• Risk Management

y
• The project is on target.
• Four audits have been completed.  Over 6,500 
line items reviewed; 257 journal vouchers as 
well.

• MCSO and OET developed guidelines for 
accomplishing IT related projects.
MCSO k h hi l i il d d b

and making them 
aware of all the 
interesting and 
important happenings 
in Maricopa County.

• MCSO take‐home vehicle privileges reduced by 
39 vehicles.

• Rewrote MCSO Travel/Extradition Policy.
• MCSO agreed to participate in the Northwest 
Shuttle Service for extradition.

• Consultant chosen for staffing studies.
• Week‐long training took place for MCSO on real‐

Monitor displays 
have been 
installed in five 
locations 
countywide to Week long training took place for MCSO on real

time timekeeping devices;  began device 
installation.

• Subsequent Remedial Measures for five cases 
completed; volunteer review continues.

countywide to 
increase 
employee 
communication.

MCSO Resolution Status
Complete

11% Not 
Started
4%

Ongoing
14%

MCSO Resolution Status

Page 3

In 
Progress
71%
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Office of the 
Deputy County 

Manager

Office of the Deputy County Manager

Accomplishments: Challenges:
Manager

Significant Projects:
• Court Tower Financial 
Support

• MCSO Resolution continues to be monitored 
and is on target for successful completion 
(http://www.maricopa.gov/Budget/pdf/bp/2n
dQuarterFY2012OversightSheriff.pdf).

• Court Tower Financial Oversight Project  was 
completed on‐time and within budget The

• CHS worked successfully with OET to 
support the 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 

• ADP Implementation
• Budget Development
• Ethics Committee
• MCSO Resolution
• Policy Review
• Employee Programs and 
Communication

completed on time and within budget.   The 
financial close‐out of the project is underway.  
Grand opening and dedication held on 
2/14/2012.

• In Human Resources, the Career Planning 
Program is under development and 
implementation is expected in the spring of

means of capturing data until the new EMR 
is fully implemented and operational.

• Completion of the 2012‐13 budget will be 
difficult.  Although revenues are down and 
expenditures are tight, completing a 
structurally balanced budget will be 

Communication implementation  is expected  in the spring of 
2012. This program is intended to assist County 
employees with their career goals which will 
align with County strategy to maintain 
voluntary turnover at or below 10%.

• Risk Management:  Implemented new protocol 
to ensure prompt and continuing notice to all

achieved.

• Open Enrollment is coming in April 2012 
and will be a challenge as health plan 
choices are more limited than in past years.  
Education of the employees will be a top 
priority.

to ensure prompt and continuing notice to all 
excess carriers on all high exposure cases.

• NCCHC Accreditation:  Correctional Health 
Services achieved conditional accreditation in 
December.  Completion of all additional 
accreditation information requested by NCCHC 
submitted on time

• Ethics issues with a few departments have 
taken additional staff time in Human 
Resources.  These issues had to be 
investigated and now ethics training is in 
high demand countywide.

submitted on time.

• Benefit plans updated for FY 2013; major 
simplification in medical and pharmacy plans 
and plan adjustments to improve employee 
satisfaction, contain cost increases.
• Overall premium savings of $1.3 million for 

lemployees.
• Reduced medical premiums for est. 38% of 
employees.
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Business StrategiesBusiness 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
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Business 
Strategies & 
Health Care

Ryan White HIV/AIDS Part A Program

FY 2012 2nd Quarter Service Delivery:
•Number of core medical service units provided: 130 722

Background Info:
Health Care 
Programs

Strategic Goals:
• By 2015, there will be a 
10% increase in the number 

Number of core medical service units provided:               130,722
(10.8% over target) • 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.

• The RWPA program contributes to this result by 
identifying and enrolling people with HIV/AIDS

of eligible people with 
HIV/AIDS entering and 
remaining in medical care.

Key Result Measures:
• Percent of clients tested 

i h Vi l l d b l l l

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.

• Core medical services include primary medical 
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

care, mental health, substance abuse, medical 
case management and nutrition services.  

Analysis:
• Result is above the reported average for othernon medical support 

services.
Result is above the reported average for other 
RWPA  around the  U.S., which is 33%.

• Core medical services have exceeded targets by 
10.8%.

Action Steps:130000

135000
Core Medical Services Provided

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.

130722120000

125000 Target

Actual
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118000

110000

115000

1
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Business 
Strategies & 
Health Care

Employee Health Benefits Program

Background Information:
l l h f d

FY 2012 2nd Quarter Service Delivery:
•Calls handled by Benefits Customer Service Team: 2,170Health Care 

Programs 

Strategic Goals:
• By July 1, 2015, premium 
rates for medical plans for

• 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.

• “Loss Ratio” is the percentage of plan expenses 

y ,
•Employees Participating in New Voluntary Benefits: 255
(Accident, Term Life, Whole Life and Critical Illness insurance)

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

to plan revenue.  Loss ratios are targeted at 
100%; 100% or less is a favorable result. 

• Employee satisfaction with benefits will be 
assessed in the Benefits Customer Satisfaction 
Survey, which will be conduced in the 3rd 
Quarter.

Key Result Measures:
• Percentage of employees 
receiving coverage who are 
satisfied.

• Percentage of employees 
receiving coverage who 

Analysis:
• Loss Ratios were significantly less than 100% for 
Medical and Dental plans.  

rate their benefits as 
affordable.

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

• Loss ratios were higher than 100% for Pharmacy 
plans; utilization of expensive specialty 
medications is an ongoing concern.

Action Steps:Action Steps:
• Continue monitoring and managing costs 
through FY 2012.

• Implement improved plan designs for FY 2013.

Page 7FY 2012 Second Quarter – DCM Constellation Report



Business 
Strategies & 
Health Care

Business Strategies & Healthcare Programs

Accomplishments: Challenges:
Health Care 
Programs 

Current Initiatives:
• Drug formulary 
revisions

• County recognized by American Heart 
Association with Gold Award for County 
efforts to be a Fit Friendly Employer.

• Benefit plans updated for FY 2013; major 
simplification in medical and pharmacy 
plans and plan adjustments to improve

• 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/AIDSrevisions

• Procurement of key 
insurance vendors

• Update of 27 
department’s strategic 
business plans

plans and plan adjustments to improve 
employee satisfaction, contain cost 
increases.

• New fitness studio opened in 
Administrative Building for group fitness 
‐ 25 classes a week!

HIV/AIDS.

• Relations with HRSA, including:

• Audit findings not finalized.

• Grant drawdown restrictions 
imposed with no process for ending 
them

• Pilot of “Opt Out” HIV 
testing in County Jails

• Durango Fitness 
Campus

• Expansion of dental  
d l i t ti

• Implemented “Better Bites/Better Gulps” 
program to introduce better food and 
beverage options to vending machines in 
County buildings; program received 
“Vending Machine Challenge Award” 
from Arizona in ACTION.

them.

• Outstanding appeal of HRSA decision 
to deny reimbursement of $22,000 
in payments to ADOC  previously 
directed by former HRSA Project 
Officer.

and early intervention 
services for persons 
living with HIV/AIDS

• Conducted fiscal impact analysis for 
County Manager’s commitment of $1 
million to potential employer for 
Information Technology “Center of 
Excellence” with 460 new jobs at average 
salaries of $88,000.

• Moving the organizational culture to 
support employee wellness.

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

• Communication to all departments.

• Revamped County strategic plan 
accomplishments reporting process. 

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

Page 8FY 2012 Second Quarter – DCM Constellation Report



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

Page 9FY 2012 Second Quarter – DCM Constellation Report



Correctional 
Health 

Outpatient Program

FY12, 2rd Quarter Program Results:
•% of initial assessments completed within 14 days:  92

f d h h

Background Information:
The first four program results for the

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

•% of patients triaged within 24 hours: 100
•% of prescriptions written given within 3 days: 96
•% of scheduled appointments kept: 97
•% of screened inmates booked: 100

The first four program results for the 
outpatient program are directly linked to 
NCCHC accreditation and GvA compliance.  
Several years ago, CHS lost accreditation due 
to the inability to meet the required demand 
for these services.

• 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

Analysis:
Results have improved over the past several 
quarters in all areas.  Specific to the triage 
result, CHS had meetings with multi‐
disciplinary teams to address the low results.  
Since November, 2010, these results have 

• 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 

consistently exceed 90% as an outcome of 
recommendations of this team being 
implemented.

Action Steps:
• Continue to monitor and track closely.

-

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

• Manage provider productivity for the 
Outpatient visits by provider and hold 
medical and mental health providers 
accountable.

Current Initiatives:
f ll l

Outpatient Appointments Kept

105.00%
ancillary services provided 
by MIHS and DMG.

Programs:
• Outpatient
• Inpatient
• Support Services

• Successfully implement EMR.
• Maintain low vacancy rates in the clinical 
areas.

75.00%

80.00%

85.00%

90.00%

95.00%

100.00%

%
 K

ep
t

% Completed
Target

• Support Services
• Restoration to Competency
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Correctional 
Health 

Correctional Health Services

Accomplishments: Challenges:
Key Result Measures:
• Percent of initial health 
assessments completed 
within 14 calendar days.

• Percent of patients Health 
Needs Requests that are 

• Completion of all additional 
accreditation information requested 
by NCCHC submitted on time.

• Hiring of a certified Medical Records 
Director.

• 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 

triaged within 24 hours.
• Percent of prescriptions 
written that are initiated 
within three days.

• Percent of scheduled 
appointments kept.

• Percent of screened

• Submission of FY 2013 budget on 
time and within target.

• Compliance with new DEA 
regulations achieved and within 
budget.

• Collaborated with Business

all electronic means of capturing data 
until the new EMR is fully 
implemented and operational.

• Maintain community salary 
competiveness in order to attract and 
retain skilled healthcare and • Percent of screened 

inmates booked.
• Percent of infirmary 
patients discharged within 
16 days.

• Percent of mental health 
unit patients discharged 

• Collaborated with Business 
Strategies & Health Care Programs 
for an HIV grant funded discharge 
and community outreach program.

• Selected EMR vendor and in process 
of BOS approval and final contract 
negotiation

administrative personnel.

• Determine need for services and 
demands necessary at the new Court 
Tower.

• Maintain ongoing compliance with 
NCCHC and Graves v Arpaio while

within 25 days.
• Percent of complete 
medical records provided to 
external requestors within 
7 days.

• Percent of Rule 11 
evaluations performed

negotiation.

• 60% of CHS MfR results are at or 
exceed targeted percentages.

NCCHC and Graves v Arpaio while 
dealing with manual processes and a 
rough IT transition.

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.

Page 11FY 2012 Second Quarter – DCM Constellation Report



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

Li d YLinda Young
Deputy  Director
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Human Resources

Strategic Goals:
• By 2016 97% of County

Employment Services Program

FY12, 2nd Quarter Program Outputs:
•Number of job req./applications/exams processed:          23,430

Background Information:
• Collaboration with MCSO on developing and• 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 

j q / pp / p ,
•Number of recruitments certified:                                              789
•Number of events/consultations planned/attended:              335

Collaboration with MCSO on developing and 
administering the Detention Officer 
promotional exam.

• Employment Services was fully staffed with 
the addition of one (1) new Recruiter.  

y
customer satisfaction 
survey.

• By 2012, at least 88% of 
classified new hires will 
successfully complete their 
initial probationary period.
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Number of Jobs Posted Analysis:
• In collaboration with MCSO, a new exam 
process was created to implement a written 
board phase. A significant amount of time 
was spent assisting MCSO on the successful 
promotional exam process.  

Key Result Measures:
• Percent of  classified 
recruitments certified 
within 3 days of the 
recruitment closing date.

• Percent of customers who

68
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• Hiring is expected to stay at current levels. 
The additional Recruiter will assist 
departments with more one‐on‐one 
collaboration to align candidates with 
department needs.

• Percent of customers who 
reported satisfied or higher 
with the timeliness of 
certification lists and the 
quality of candidates.

• Percent of new or rehires 
that successfully complete 

396
400

500

Number of New Hires/Rehires Processed Action Steps:
• Coordinate more with departments to 
understand their specific needs to better 
align candidates during the recruitment 
process.

• Research and development for the creationy p
their initial probationary 
period.

• Percent of customers 
reporting satisfied or very 
satisfied with the quality of 
services provided.

169100
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400 Research and development for the creation 
of a Career Planning Program for County 
employees.

• A new interview training video was 
purchased and will be used to re‐vamp the 
current interview training conducted by 
Employment Services Division. The revised 

109 169 118

Oct Nov Dec 2nd QTR
0

class will be implemented in early 2012.
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Human Resources

Strategic Goals:
• By 2016 97% of County

Workforce Management Program

FY12, 2nd Quarter Employee Relations Outputs:
•Number of department consultations:                                         83

Background Information:
• More staff time has been devoted to recent• 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 

p
•Number of employee consultations:                                             73

More staff time has been devoted to recent 
ethical issues within a few departments.

• One department requested Employee 
Relations to conduct a special audit of Job 
Order Contract files.

• Employee Development was fully staffed  
with a total of three (3) trainers.y

customer satisfaction 
survey.

• By 2013, 100% of HR’s 
policies and procedures will 
be revised and updated to 
reflect all relevant statutory 
h i d f d l
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YTD New Training Programs and Courses

Analysis:
• The additional training staff will allow an 
increase in the number of classes, which 

changes in state and federal 
law in effect as of 
December 30, 2011.

• By 2016, 15 new training 
programs will be provided.

Key Result Measures:

0

New Training Programs New Courses

includes on‐site courses.
• Additional ethics training will be offered due 
to recent ethical issues.

Action Steps:
Key Result Measures:
• Percent of  departments 
satisfied or very satisfied 
with services provided.

• Percent of customers who 
reported satisfied or higher 
with services provided.

• Implement more ethics classes.
• Purchase ethics videos.
• Complete the final Job Order Contract 
Report.

10

0 20 40 60 80

Requested Investigations

Employee Relations Case Count

p
• 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 

26

37

73

Client Monitoring

Job Order Contract Cases

Total Count

programs.
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Human Resources 

Current Initiatives:
P ti l P f

Human Resources

Accomplishments: Challenges:
• Promotional Process for 
MCSO 

• Investigations Regarding 
Ethical  Issues

• Job Order Contract Review
• Professional Growth 
Curriculum

• Worked collaboratively with MCSO to 
develop a new promotional exam process 
for the Detention ranks.

• Over 600 MCSO employees participated in 
the Detention Officer promotional exam 
process

• NEOGOV was implemented last quarter 
and there have been some technical issues 
with system interfaces.

• Ethics issues with a few departments have 
taken additional staff time to investigate 
and conclude in addition to regularCurriculum  

• Career Planning Program 
• Investigations
• Client Monitoring
• Workplace Climate 
Assessments

process.  

• Over 30 MCSO employees were promoted 
without any exam integrity challenges.

• A few departments were involved in some 
ethics issues which were investigated and 
additional training has been developed to 

and  conclude in addition to regular 
Employee Relations activity completed in 
this quarter. 

• Staff time has increased to develop 
additional training to address the ethical 
issues that recently occurred.

address the issues. Classes and videos are 
in the process of being developed.

• Collaboration with OET resulted in a new 
Professional Growth Curriculum, which 
consists of a series of classes designed to 
meet  specific department training needs.

• The Career Planning Program is under 
development and implementation is 
expected in the spring of 2012. This 
program is intended to assist County 
employees with their career goals which 
will align with County strategy to maintain g y gy
voluntary turnover at or below 10%.

• Ten investigations, one (1) work climate 
assessment, and 37 Job Order Contract 
reviews were completed.

• Client Monitoring, which totals 26 cases, 
i l d th i f 30 illi KB f d tincludes the review of 30 million KB of data. 
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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
Chi f I f ti OffiChief Information Officer
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Office of 
Enterprise 
Technology

Information Technology Infrastructure Program

FY12, 2rd Quarter Results:
•Percent of time external systems (Internet) access is available:       100%
P f i E i E il i il bl 99 91%

Background Information:
The measures reflect the availability of key Technology

Strategic Goals:
• By June 2013, OET will 
improve customer 
satisfaction with the 
ti li d lit f

•Percent of time Enterprise Email is available:                                    99.91%
•Percent of Smart devices enterprise services are available:           97.06%

technology systems that impact the 
business continuity of Maricopa County.

Analysis:
• External systems (Internet) access was 
available 100% of the time.100.00%

100.05%

timeliness and quality of 
services as evidenced by 
an increase in our 
customer satisfaction 
score to 98%.

• By June 2013, OET will 
improve employee

• As a result of an external vendor 
(Research in Motion) caused service 
interruption, an outage reduced 
availability of Smart devices in the County 
to 97.06%.

A i S
99.75%

99.80%

99.85%

99.90%

99.95%

Target Goal

FY 12 1st Qtr

FY 12 2nd Qtrimprove employee 
satisfaction as evidenced 
by an increase in our 
employee satisfaction 
score of 85%.

• By June 2014, OET will 
ensure 95% of the OET‐

Action Steps:
Continue to enhance monitoring 
capabilities for County Enterprise systems 
to ensure that once a system outage 
occurs, the outage is immediately 
diagnosed and that service is restored as 

ibl

99.60%

99.65%

99.70%

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

FY 12 2nd Qtr

ensure 95% of the OET
managed County 
technology infrastructure 
will be within current 
lifecycle standards to 
meet customer demands 
and industry best

soon as possible.

99.95% 99.95%

and industry best 
practices.

• By October 2016, 75% of 
IT services will be in 
compliance with approved 
IT standards.

97.06%
Target Goal

FY 12 1st Qtr

FY 12 2nd Qtr
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Result: Percent of time Smart 
devices enterprise service are 

available
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Office of 
Enterprise 
Technology

Information Technology Management Program

FY12, 2rd Quarter Results:
•Percent of Production Support service requests resolved:           120.36%
P f P j D l i l d 112 01%

Background Information:
Measures reflect the number of Production Technology

Strategic Goals:
• By June 2013, OET will 
improve customer 
satisfaction with the 
ti li d lit f

•Percent of Project Development service requests resolved:        112.01% Support and Project Development services 
requested and resolved by OET’s Advanced 
Services Division.

Analysis:
• The high number of Production Support 

120 00%

140.00%

timeliness and quality of 
services as evidenced by 
an increase in our 
customer satisfaction 
score to 98%.

• By June 2013, OET will 
improve employee

and Project Development service 
requests resolved during this quarter was 
due to the extra effort initiated by OET in 
December 2011, to resolve requests that 
had been aging for one week or more.

A i S
40.00%

60.00%

80.00%

100.00%

120.00%

Target Goal

FY 12 1st Qtr

FY 12 2nd Qtr
improve employee 
satisfaction as evidenced 
by an increase in our 
employee satisfaction 
score of 85%.

• By June 2014, OET will 
ensure 95% of the OET‐

Action Steps:
OET continues to work to resolve service 
requests in a timely and professional 
manner, and will continuously evaluate 
ways to improve service delivery to meet 
and exceed customer expectations.

0.00%

20.00%

Result: Percent of 
Production Support service 

requests resolved

ensure 95% of the OET
managed County 
technology infrastructure 
will be within current 
lifecycle standards to 
meet customer demands 
and industry best

100.00%

120.00%

and industry best 
practices.

• By October 2016, 75% of 
IT services will be in 
compliance with approved 
IT standards. 20.00%

40.00%

60.00%

80.00%
Target Goal

FY 12 1st Qtr

FY 12 2nd Qtr
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0.00%
Result: Percent of Project 
Development service 
requests resolved
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Office of 
Enterprise 
Technology

Office of Enterprise Technology

Accomplishments: Accomplishments (continued):
Technology

Current Initiatives:
• Enterprise Voice over 
Internet Protocol (VoIP) / 
Unified Communications 
(UC)

Enterprise VoIP/UC

• Continued installation of VoIP/UC systems 
in the New Administration Building (NAB), 
Disaster Recovery (DR) data centers, and 
Chambers Building.

MCSO Resolution Items

• Item 3.1 – The staffing study plan was 
released to MCSO for their review.

• Item 3.2 – An initial draft 
Interdepartmental Agreement (IDA) was 

(UC)
• Enterprise Contact Center 
Project

• Virtual Desktop 
Infrastructure (VDI) – Thin 
and Zero Clients Pilot

• MCSO Resolution Items

• Completed site survey for the new South 
Court Tower (SCT).

• Deployed 22 physical servers and 
integrated with the data network across 
two data centers.

Enterprise Contact Center Project

drafted that sets forth the terms for OET’s 
review of MCSO technology purchases.

• Item 3.3 – There are currently several 
projects underway to address MCSO 
telecommunications systems issues.

Enterprise Contact Center Project

• Conducted several meetings with Planning 
and  Development and Environmental 
Services to review requirements and 
timelines to replace the current Nortel IVR 
system.

Challenges:
• OET is working on the planning details to 
move its data center, located in the 
basement of the NAB, to the fourth floor of 
the new SCT.  

• Continued Animal Care and Control design 
work with initial call flows completed; the 
interface for payment processing is 
currently on‐hold due to payment card 
industry (PCI) compliancy issues.

Virtual Desktop Infrastructure (VDI) 

• Continue technology infrastructure 
installation at the SCT.  OET has begun the 
installation of the Zone 2 network at the 
SCT.  The project is currently on schedule 
for substantial completion by mid‐February 
2012.p

• Transitioned from the proof of concept 
(PoC) phase to a pre‐production readiness 
phase.  

• Ten‐year budget estimate developed to 
cover FY 2013 to FY 2022 projections for 
ll t d t f i t l 7 500

• OET is working with MCSO to define 
requirements and develop a project 
strategy to consolidate the County’s new 
VoIP/UC solution with MCSO legacy Avaya 
telephony systems.

rollout and support of approximately 7,500 
thin or zero clients.
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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 

Employee Compensation Program

2nd Quarter Program Results (FY 12)

•% of surveyed employees voluntarily terminating

Background Information:
• From FY 2005 to FY 2008, the County 
f d d k d d

Strategic Goals:
• By 2015, the voluntary 
turnover rate for full‐time 
employees will be 
maintained at or below 
10%.

% of surveyed employees voluntarily terminating
because of pay:                                                                           39%

•Voluntary turnover: 1.68%

funded market studies and merit increases.
• The economic challenges over the last 
several years have impacted the County’s 
ability to continue to compensate 
employees as had been in prior years.

Analysis:10%.

Key Result Measures:
• Percent of surveyed 
employees indicating their 
pay is fair in relation to job 
requirements.

Voluntary Turnover by Quarter

Analysis:
• While turnover remains relatively low, pay 
continues to be a significant issue for 
employees who leave the County.

• It is anticipated that employee satisfaction 
with pay will decline until the County is able 
to fund compensation increases1.50%

2.00%

2.50%

1st

2ndrequirements.
• Percent of surveyed 
employees voluntarily 
terminating employment 
with Maricopa County 
because of pay.

to fund compensation increases.

Action Steps:
• OMB will continue to review and update 
Market Range Titles and ranges.

• OMB will draft incentive plan options for 
the County Manager/Board of Supervisors

0.00%

0.50%

1.00%

FY 08‐09 FY 09‐10 FY 10‐11 FY 11‐12

2nd

3rd

4th

the County Manager/Board of Supervisors 
to consider.

50%
41% 39%

28% 27% 25%

Top 5 Reasons Employees Left the County
(2nd Quarter)

0%

50% 28% 27% 25%
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Management & 
Budget

Planning & Budgeting Program

FY12 Outputs (annual estimates as of the end of the 2nd quarter):

•Number of appropriated budgets monitored and forecasted 353

Background Information:
• Economic recovery painfully slow.

f l d bStrategic Goals:
• By 2015, mandated fixed 
contributions to the State 
of Arizona will be less than 
20% of total General Fund 
operating revenues, a 
d i f % f

•Number of appropriated budgets monitored and forecasted:   353
•Number of budgeted activities monitored and forecasted 
(dept/fund/activity):   2442

5 Year Revenue Analysis – Major Revenue Sources

• 5‐year forecast completed in September 
used as basis for recommendation on FY 
2013 Budget Guidelines and Priorities.

• OET updated MfRIS  for FY 2013 budget 
development, incorporating improvements 
based on user feedback sessions held during 
first quarterreduction 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 $400 00

$600.00
$800.00

$1,000.00
$1,200.00

M
ill
io
ns

5 Year Revenue Analysis – Major Revenue Sources  first quarter.
• Departments began preparing FY 2013 
budget requests.

Analysis:
• Revenues are sluggish for the  year. Full 
report is at Maricopa gov/Budgetdemonstrated 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 

$0.00
$200.00
$400.00

FY 08 
Actual

FY 09 
Actual

FY 10 
Actual

FY 11 
Actual

FY 12 
Budget

FY 12 
Forecast

M

Property Sales VLT Jail

report is at Maricopa.gov/Budget.
• Expenditures forecasted to be under budget 
at year‐end.

Action Steps:
• Departments will submit FY 2013 budget 
requests and OMB will analyze and develop

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.

Budget to Forecast
Departmental General Fund Operating Budgets

requests and OMB will analyze and  develop 
recommendations.

Key Result Measures:
• Percent of activities with 
actual expenditures at the 
end of the fiscal year within 
5% of the mid‐year 
forecast.forecast.

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

At budget Under budget within 5%

Under budget more than 5% Over budget
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Management & 
Budget 

Office of Management & Budget

Accomplishments: Challenges:
Current Initiatives:
• MCSO Resolution
• Court Tower project 
• FY 2013 Budget 
Development

• Revenue Monitoring and 

• MCSO Resolution continues to be 
monitored and is on target for successful 
completion.  Full report is on DCM website 
(Maricopa.gov/DCM).

• Completed final position reconciliation for 
the Sheriff’s Office; funded changes in

• 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, given 

Updates
• JV Policy and Workflow
• Creation of a Position 
Management  Application 
System

• Creation of a Peak 
Performer Awards Program

the Sheriff s Office; funded changes in 
manner that was cost‐neutral to County.

• Court Tower project completed on time 
and within budget.  Grand opening and 
dedication to be held on February 14, 2012.

• Recommendation on FY 2013 Budgeting for 

employees the sense that there are no 
growth opportunities at the County, and 
hurt employee morale.

• Sluggish recovery translates to  slow 
revenue growth. 

• Property values continue to declinePerformer Awards Program 
System

• Development of  a 
Performance Management 
System

• Participation in vendor 
selection for MCSO jail 

Results Guidelines and  Priorities approved 
by the Board of Supervisors on December  
12, 2011.

• FY 2013 Budget Development
• Release of FY 2013 Budget Development 
System in December, 2011.

• Property values continue to decline 
resulting in reduced property tax revenue 
at flat rate.

• Legislature discussing several bills which 
will impact valuation of property and result 
in reduced valuations.

surveillance system 
replacement

• Issued BFR Memo 13‐01 on December 
15, 2011.

• Budget Development Kick Off sessions 
were held December 13, 2011.

• FY 2012 Revenue Update and presentation 
in November, 2011.

• Pay Differentials Policy and FY 2012 
Schedule of Premium Pay Rates Revisions 
were approved by the Board.

• Completed 32 Market Range Title reviews.
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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 

Research and Reporting Program

2nd Quarter Program Outputs (FY 12):
•Number of county‐department‐contracted

j l d 2

Action Steps:
• Research & Reporting is consulting with

Strategic Goals:
• By 2016, 90% of 
respondents will report 
satisfaction with the 
Customer Satisfaction 
survey.

survey projects completed                                                                    2
•Number of county‐sponsored survey projects
completed    10

•Number of outside‐agency survey projects completed                   0

Satisfaction With County Government 2011

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

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

• By 2016, 90% of 
respondents will report

Satisfaction With County Government 2011

Very 
Satisfied

9%

Very 
Dissatisfied

4%

D.K. / N.O.
11%

respondents will report 
satisfaction with the Exit 
Interview survey.

Key Result Measures:
• Percent of eligible 
respondents who are

Satisfied
61%

Dissatisfied
15%

Overall Employee Satisfaction Scoresrespondents who are 
interviewed for a county‐
department‐contracted 
survey project (Rate of 
Response or Participation 
Rate) .

• Percent of eligible  5.84

5.92

5.93

5.89

5.852010-2011

2009-2010

2008-2009

2007-2008

2006-2007

Overall Employee Satisfaction Scores 

respondents who are 
interviewed for a county‐
sponsored survey project 
(Rate of Response or 
Participation Rate) .

• Percent of eligible 
respondents who are 5 37

5.44

5.59

5.55

5.53

5.57

5.722005-2006

2004-2005

2003-2004

2002-2003

2001-2002

2000-2001

1999 2000respondents who are 
interviewed for outside 
agency survey projects 
(Rate of Response or 
Participation Rate).

5.08

5.19

5.37

4.00 4.50 5.00 5.50 6.00

1999-2000

1997-1998

1995-1996
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Research & 
Reporting 

Research and Reporting Program

Challenges:Accomplishments:
Current Initiatives:
• R & R is working with the 
State of Arizona in relation 
to the collection of child 
care information needed 
for federal and state 

• The exit interview process was a major 
focus this quarter.  The Exit interview 
reports from past years were found not to 
be very useful to departments.  We have 
developed a new design where internal 
transferring employees are included in the 

• During the 2nd Quarter, R & R compiled 
and released the results of the 2011 
Customer Satisfaction Survey. 

• We also compiled and released the 1st 
Quarterly Report for the newly designed 
and formatted Exit Interview Report

mandates. process and the relative importance of 
reasons for exiting were determined.  Next 
quarter the newly designed reports will be 
released.

• The Employee Satisfaction process is 
optional for elected and court 

and formatted Exit Interview Report.

• This quarter was the beginning of data 
collection and reporting for the Employee 
Satisfaction Survey.  Nine department 
reports were produced including all court 
departments.

departments.  Worked with large agencies 
who have not been involved and have 
assurances that they will be next year.
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Risk Management 

The mission of Risk Management is to provide loss prevention and control programs and direction,
insurance, environmental and claims management services to Maricopa County departments, districts and
Trust members so they can reduce or eliminate losses.

Brad Keogh
A ti Di tActing Director
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Risk Management

St t i G l

Claims and Insurance Program

Background Information:
• Medical Malpractice December settlementClaim Settlements by Month

Strategic Goals:
• By 2015, the cost of risk will be 
at or less than 1%.

Key Result Measures:
• Percent of AL (Auto Liability) 

l i l d %

Medical Malpractice December settlement 
number is attributable to the $4 Million 
settlement of the Ryan Job lawsuit.

Analysis:
• As provided in the number of claims chart

$482

$800,000

$1,000,000

Auto Liability General Liability Medical Malpractice

$4,007,5

claims closed: 47.54%
• Percent of APD (Auto Physical 
Damage) claims closed: 
23.06%

• Percent of GL (General 
Liability) claims closed: 27.25%

• Percent of MM (Medical

As provided in the number of claims chart 
and program output calculations, the high 
exposure cases continue to be filed at a 
steady pace.  Therefore, we anticipate a 
gradual decrease in closed claims due to the 
higher severity of the claims and an increase 
in litigated cases.  

2,061

$39,61 7

$19,96

$183,950

$187,474

$58,866$

$75

$200,000

$400,000

$600,000

500

Percent of MM (Medical 
Malpractice) claims closed: 
15.87%

• Percent of PD  (Property 
Damage) claims closed: 
30.35%

• Percent of WC (Workers 

Action Steps:
• Risk Management Claims Division will 
continue to monitor with assigned counsel 
the high exposure cases in order to mitigate 

7 0$0 50

$0
October November December

Number of Claims by Severity Code
Compensation) claims closed: 
44.14%

defense costs and fees.

10 18

2

10

Number of Claims by Severity Code

1

2

FY12, 2nd Quarter Program Outputs:

Number of AL claims closed or reclosed: 29
Number of APD claims closed or reclosed: 86
Number of GL claims closed or reclosed: 103
Number of MM claims closed or reclosed: 10

227

2

3

4

5

Number of PD claims closed or reclosed: 61
Number of WC claims closed or reclosed: 392
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Risk Management  Safety Program

FY12, 2nd Quarter Program Outputs:
•Number  of County employees:  16,716
N b f C l i j d 16 628

Background Information:
• The figures at the left represent the 

Strategic Goals:
• By 2015, the cost of risk will 
be at or less than 1%

• By 2015, the injury incident 
rate will not increase each 
year by more than 1% over 

•Number of County employees not injured:  16,628
•Quarterly Injury Incident rate:  3.68 

g p
number of employees not injured in the 2nd

quarter of FY12.
• The injury incident rate is the number of 
employees injured per 100 employees.

Analysis:100

120 Workers Compensation Claims Opened in the Quarter

the 3 year average

Key Result Measures:
• Percent of County 
employees not injured: 
99.47%

y
• The number of Workers Compensation 
claims decreased in the second quarter in 
comparison to the first quarter in the FY in 
both Indemnity and Medical only Claims; 
the percent of county employees injured 
also decreased.

78 90
73

40

60

80

Action Steps:
• The Loss Control Division will continue to 
provide safety training and on‐site 
consultation.

23
14 14
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40
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Indemnity Medical Only

Workers Compensation Payments
by Payment Type
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October November December
Expense Payments $8,199.40 $6,663.30 $5,882.29

Indemnity Payments $98,096.00 $115,991.46 $112,269.34

Medical Payments $251,450.04 $315,897.38 $206,110.55
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Risk Management 

Current Initiatives:
G l Li bilit

Risk Management

Accomplishments: Challenges:
• General Liability excess 
insurance renewals

• Reduce County liabilities on 
Group A litigation and other 
high exposure cases

• Audit County‐wide 
Volunteer Programs

• Settled high exposure Health Care District 
medical malpractice case ‐ Ryan Job.

• Settled high exposure MCSO and CHS jail 
death case ‐ Juan Mendoza.

• Settled three Group A (Abuse of Process) 

• Negotiate with underwriters for renewal of 
general liability excess insurance coverage.

• Manage and minimize defense expense and 
indemnity payments in high exposure and 
Group A cases.

Volunteer Programs
• MCSO resolution re: SRM 
Program 

• Roundtable Program for 
high exposure claims 

• Safety Fair

cases ‐ Judge Anna Baca, Judge Kenneth 
Fields and Stephen Wetzel.

• Initiated Roundtable Program on high 
exposure MCSO and CHS cases.

• Implemented new protocol to ensure 
prompt and continuing notice to all excess

• Audit open high exposure cases for prompt 
and continuous notice to all excess carriers.

• Prepare Claims data for MMSEA submission 
and ensure full compliance with all MMSEA 
regulations.

• Compile data for annual FY 11 auditprompt and continuing notice to all excess 
carriers on all high exposure cases.

• Submitted first MMSEA Query file to U.S. 
Government.

• Completed the FY 11 annual Audit report 
and Actuarial analysis.

• Compile data for annual FY 11 audit, 
actuarial analysis and the MIHS analysis.

• Maintain an effective relationship with the 
EPA in effort to reduce oversight costs.

• Negotiate resolution of ADOSH citations 
arising out of fatality of contract worker on 

• Developed with Hassayampa Steering 
Committee different strategies to reduce 
future regulatory agency oversight billings.

• Graduated four Public Works employees 
from the Road Builder program.

the roof of County building.

Page 30FY 2012 Second Quarter – DCM Constellation Report



Maricopa County
Office of the Deputy County Manager

FY 2012 Second Quarter

Constellation Report

March 2012


