


 Monitor questions received by Email and review contents to determine if website needs to be improved. 

 Improve the content and design of the WebPages in order to attract visitors and revisits. 
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REGISTER OF DEEDS AUTOMATION 
 

PROGRAM DESCRIPTION 

The Automation Enhancement and Preservation Fund account was established in 2002 by the North Carolina General 
Assembly. Ten percent (10%) of the fees collected pursuant to G.S. 161-10 and retained by the county, or three dollars and 
twenty center ($3.20) in the case of fees collected pursuant to G.S. 161-10(a) (1a) for the first page of a deed of trust or 
mortgage, shall be set aside annually and placed in a nonreverting Automation Enhancement and Preservation Fund. The 
proceeds of this fund, at the direction of the Register of Deeds, shall be expended on computer or imaging technology and 
needs associated with the preservation and storage of public records in the office of the Register of Deeds. 
 
This fund center was established to track the revenues collected and expended pursuant to G.S. 161-10 and G.S. 161-10(a) (1a) 
on computer and imaging technology and the needs associated with the preservation and storage of public records in the office 
of the Register of Deeds. The statute further provides that “Nothing in this section shall be construed to affect the duty of the 
board of county commissioners to furnish supplies and equipment to the office of the Register of Deeds.” 
 
Funds Center: 4180230000 
 

Summary

2008-2009

Actual

Exp/Rev

2009-2010 

Original

Budget

2009-2010

12 Month

Estimate

2010-2011

Department 

Requested

2010-2011

Manager 

Recommended

Expenditures

Operating $0 $0 $0 $250,000 $250,000

Total Expenditures $0 $0 $0 $250,000 $250,000

Revenues

Service Charges $0 $0 $0 $250,000 $250,000

Total Revenues $0 $0 $0 $250,000 $250,000

Net Expenditures $0 $0 $0 $0 $0

.

.

 

61



 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

This page intentionally blank. 
 
 
 
 
 
 

62



General Services 
Business Area:  4190 
 

Summary
2008‐2009
Actual
Exp/Rev

2009‐2010 
Original
Budget

2009‐2010
12 Month
Estimate

2010‐2011
Department 
Requested

2010‐2011
Manager 

Recommended
Expenditures
Personnel $2,180,478 $1,872,176 $1,957,088 $2,057,623 $2,074,123
Operating $5,387,204 $5,528,744 $5,424,156 $6,940,985 $6,191,720
Capital ($126,453) $0 $9,050 $8,550 $8,550

Total Expenditures $7,441,229 $7,400,920 $7,390,294 $9,007,158 $8,274,393
Revenues
Intergovernmental $45,418 $33,000 $33,234 $41,300 $41,300
Rental Income $59,680 $57,095 $36,913 $90,000 $90,000
Service Charges $561,386 $536,000 $485,281 $511,900 $511,900

Total Revenues $666,484 $626,095 $555,428 $643,200 $643,200
Net Expenditures $6,774,745 $6,774,825 $6,834,866 $8,363,958 $7,631,193

.

.

FTEs 39.00 38.00 38.00 41.00 41.00
 
2010‐11 HIGHLIGHTS 

Administration 
• Various operating expenditures were reduced in order to reach the targeted budget reduction. 
• The County will not participate in Mayor’s Summer Youth Worker Program.  
• The new Human Services Facility is scheduled to come on line January 2010. This is a gold LEED facility and will require 

experienced trades to maintain the technologically advanced system within the building. Two new positions are being 
recommended: Sr. Equipment Technician (1 FTE) and an Equipment Technician (1FTE but only partial year funding in 
year one). A vehicle will be purchased for the Sr. Equipment Technician position 

• County Stadium renovations are scheduled to be completed August 2010 which is an expansion of 8,597 sq. ft. With 
this $8 million expansion, it is recommended that a Stadium Manager (1FTE) be hired to professionally manage and 
market this revenue generating facility. A vehicle will be purchased for this position as part of the vehicle and 
equipment loan. 

 
Public Buildings 

• Various operating expenditures were reduced in order to reach the targeted budget reduction. 
• Upgrade main simplex fire panel in the administrative building $10,000. 
• Consulting services to evaluate adding a mezzanine floor to the general services building $25,000. 
• Belzona chiller project judicial building $25,268 
• Gamewell fire alarm system Main library $29,000. 
• 3rd floor roof project in the judicial building $72,000. 
• Replace Detention Center flooring in the 5 POD day room $45,000. 
• Telephone equipment room HVAC $1,400. 
• Increase in tiered water rates from City of Durham $108,783 
• Additional utility costs, janitorial services costs and maintenance and repairs costs for new and expanded facilities: 

Southwest Library (May 2010), South Library (June 2010) and the Jail Annex CJRC 3rd Floor renovation (June 2010), 
Human Services Facility‐ Phase I (February 2011). 

 
Pest Control 

• Various operating expenditures were reduced in order to reach the targeted budget reduction. 
 

Mailroom 
• Various operating expenditures were reduced in order to reach the targeted budget reduction. 
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GENERAL SERVICES‐PEST CONTROL   
 
MISSION 

The mission of General Services is to provide quality maintenance services to our customers in a safe and cost effective 
manner. 
 
PROGRAM DESCRIPTION 

The Pest Control Program provides Pest Control Services for county‐owned buildings and mosquito control services for areas 
within the geographical boundaries of Durham County.  Activities include regular scheduled spraying of approximately 55 
county properties, including ABC stores and Emergency Medical Services (EMS) facilities, for the control of pests and the 
prevention of mosquito breeding by cutting, clearing, cleaning, larviciding and herbiciding of drainage areas.  The program 
provides public assistance for violation, orders of abatement and educational information under the guidance of the North 
Carolina Department of Pest Management. 

 
2009‐10 ACCOMPLISHMENTS 

• Treated approximately 136,141 square feet per month of county‐owned/county‐leased facilities. 
• Treated 31,000 linear feet of drainage ditches for mosquito control with 310 briquettes. 
• Provided mosquito control services and educational materials to county residents as requested. 
• Provided monthly pest control services to approximately 70 county facilities. 

 
 

  Performance Indicators FY 08-09 
Actual 

FY 09-10 
Budget 

FY 09-10 
Estimate 

FY 10-11 
Projected

Workload Indicators     
Square feet of county buildings treated 
for pest. 

1,911,794 1,043,244 1,100,000 1,633,695 

Number linear ft. of drainage ditches 
treated 

28,000 23,400 31,000 30,000 

 
 
 
 
Funds Center: 4190450000 
 

Summary
2008‐2009
Actual
Exp/Rev

2009‐2010 
Original
Budget

2009‐2010
12 Month
Estimate

2010‐2011
Department 
Requested

2010‐2011
Manager 

Recommended
Expenditures
Personnel $51,217 $45,954 $45,461 $46,558 $46,558
Operating $5,233 $7,994 $8,682 $6,805 $6,805

Total Expenditures $56,450 $53,948 $54,143 $53,363 $53,363
Revenues

Total Revenues $0 $0 $0 $0 $0
Net Expenditures $56,450 $53,948 $54,143 $53,363 $53,363

.

.
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GENERAL SERVICES‐MAILROOM 
 
MISSION 

The mission of General Services is to provide quality maintenance services to our customers in a safe and cost effective 
manner. 
 
PROGRAM DESCRIPTION 

The Mailroom provides the pick‐up and delivery of interdepartmental mail and the metering and processing of outgoing mail.  
Activities in this organization include pick‐up, delivery, and processing of United States Postal Service mail; processing FedEx 
and UPS requests; the pick‐up and delivery of incoming and outgoing interdepartmental mail between approximately thirty 
agencies; the metering and charge‐back of postal charges to departments; bulk purchase and distribution of copy paper; and 
courier services weekly, or as needed, to members of the Board of County Commissioners. 
 
2009‐10 ACCOMPLISHMENTS 

• Continued working to educate users on how to reduce First‐Class Mail and maximize presorted mailings. 
• Processed 577,204 pieces of pre‐sorted and United States Postal Service mail. 

 

Performance Indicators FY 08-09 
Actual 

FY 09-10 
Budget 

FY 09-10 
Estimate 

FY 10-11 
Projected

Workload Indicators     
Number pieces presort mail processed 541,759 507,094 423,430 450,000 
Number pieces other US Mail processed 195,753 270,476 153,774 200,000 
Number cases of copy paper delivered  655 545 350 0 

 
2010‐11 Work Objectives 

• Continue working with County staff to educate users on how to maximize pre‐sort mailing. 
• Educate and training County employee to use and recycle paper from the purchasing office paper and other 

environmentally preferred products. 
• Relocate the mail service group in the new Human Services facility to better function and deliver County wide services 
• Bid the mail services contract.   

 
 
 
 
Funds Center: 4190460000 
 

Summary
2008‐2009
Actual
Exp/Rev

2009‐2010 
Original
Budget

2009‐2010
12 Month
Estimate

2010‐2011
Department 
Requested

2010‐2011
Manager 

Recommended
Expenditures
Personnel $89,049 $77,985 $77,712 $79,431 $79,431
Operating $16,389 $20,806 $22,221 $19,827 $19,827

Total Expenditures $105,438 $98,791 $99,933 $99,258 $99,258
Revenues

Total Revenues $0 $0 $0 $0 $0
Net Expenditures $105,438 $98,791 $99,933 $99,258 $99,258

.

.
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Information Technology 
Business Area:  4200 
 

Summary
2008‐2009
Actual
Exp/Rev

2009‐2010 
Original
Budget

2009‐2010
12 Month
Estimate

2010‐2011
Department 
Requested

2010‐2011
Manager 

Recommended
Expenditures
Personnel $2,566,554 $2,609,048 $2,341,568 $2,502,587 $2,502,587
Operating $1,487,186 $1,680,678 $1,662,249 $1,640,152 $1,640,152
Capital $63,530 $0 $0 $0 $0

Total Expenditures $4,117,271 $4,289,726 $4,003,817 $4,142,739 $4,142,739
Revenues

Total Revenues $0 $0 $0 $0 $0
Net Expenditures $4,117,271 $4,289,726 $4,003,817 $4,142,739 $4,142,739

.

.

FTEs 34.00 34.00 34.00 32.00 32.00  
 

2010‐11 HIGHLIGHTS 

• Various operating expenditures were reduced in order to reach the targeted budget reduction. 
• Eliminated an Administrative Assistant I position (1 FTE) 
• Eliminated a Network Technician position (1 FTE) 
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INFORMATION TECHNOLOGY 
 

MISSION 

Plan, implement, and support information technologies for Durham County Government to serve its citizens. 
 
PROGRAM DESCRIPTION 

Department Purpose 
The Information Technology Department provides engineering and support of the Durham County network infrastructure, 
desktop support, telecommunications support, and applications development and support to the agencies of Durham County 
Government. 

The first priority of the IT Department is to support the existing computers and applications used by county agencies to provide 
services to Durham County citizens.  The goal is to provide a stable, predictable, and reliable computing environment.  A second 
and perhaps more important priority of the IT Department’s objectives is to advise, plan, implement, and manage new uses of 
technology to improve the ability of Durham County agencies to provide effective and efficient services to citizens. 
 
Organization Description 
Information Technology is organized into three divisions, Development and Support, Network Engineering and Support, and 
Administration. 

The Development and Support division consists of a professional staff, including programmers, programmers/analysts, and 
systems analysts.  This group is responsible for the support of existing applications, including Internet and Intranet websites as 
well as the project management, analysis, design, and programming to define and implement new applications. 

The Network Engineering and Support teams are network professionals with certifications from Microsoft and other networking, 
hardware, and software vendors.  They are responsible for designing and supporting Durham County Government’s network, 
network servers, application servers, desktop workstations, and communications.  The IT Department’s Help Desk is the first‐line 
support, recording and often solving technical network problems and forwarding other trouble reports to appropriate IT 
Department staff for resolution.  This team also is responsible for the day‐to‐day support of personal computer hardware and 
software and the coordination of live applications across agencies inside and outside county government. 

The Administration group supports the other divisions of the IT Department as well as other county departments through fiscal 
and contract management; managing purchasing, receivables, and payables processes; recruiting; planning; and budgeting, etc.  
Administration also is responsible for user relations with all departments, coordination, project management, overall 
management of all telecommunications services/billing, Internet Phone (IP) equipment configuration/installation, and voicemail  
configuration/enhancements countywide. 

 
2009‐10 ACCOMPLISHMENTS 

• Document imaging is now serving DSS, Health, Legal and Human Resource Departments.  Currently implementing an 
enterprise license to better manage and scale this service for other departments at reasonable cost.  Currently have  nearly 
20 million documents in the image data bases. 

• Deployed Mimosa’s NearPoint email archiving solution to provide a long‐term archival solution for email, as well as, a 
eDiscovery solution to answer legal requests for specific county communications. Policies and end‐user training is expected 
to be completed before the end of the fiscal year. 

• Completed migration to IP telephony for General Services, Mental Health Oakley and Magnum sites, EMS Main and Milton 
sites, Engineering, Board of Elections, Main Library, Cooperative Extension, Criminal Justice, and Animal Control increasing 
bandwidth for data services yet reducing overall services cost.  

• Initiated a partnership with Durham City to share datacenter resources. This provides City and County technology 
departments off‐site space, power, cooling and fiber optic connectivity for greater disaster recovery, backup and 
emergency operations capabilities.  

• Deployed a production VMware environment to improve server consolidation through virtualization. This new 
environment brings improved flexibility to server deployments, as well as providing a high‐availability environment and 
significant disaster recovery options.  

72



Information Technology 

Funds Center:  4200191000 
 

Summary
2008‐2009
Actual
Exp/Rev

2009‐2010 
Original
Budget

2009‐2010
12 Month
Estimate

2010‐2011
Department 
Requested

2010‐2011
Manager 

Recommended
Expenditures
Personnel $2,566,554 $2,609,048 $2,341,568 $2,502,587 $2,502,587
Operating $989,073 $987,786 $999,769 $997,720 $997,720
Capital $63,530 $0 $0 $0 $0

Total Expenditures $3,619,158 $3,596,834 $3,341,337 $3,500,307 $3,500,307
Revenues

Total Revenues $0 $0 $0 $0 $0
Net Expenditures $3,619,158 $3,596,834 $3,341,337 $3,500,307 $3,500,307

.

.

 
 
2009‐10 ACCOMPLISHMENTS (Cont.) 

• Implemented new Microsoft .NET applications including Medicaid Recertification, Computers for Kids, Service Request 
Tracking, Course Evaluations, DSS Personnel Support, DSS Labels, DC Inventory, and Program Integrity Review & Emergency 
Assistance. 

• Voice mail system migrated from Cisco Unity to AVST Call Express, email system upgraded to Exchange 2007 and a unified 
messaging pilot project was implemented to ensure continued reliability of critical communications and prepare for future 
requirements of mobile communications.  

• Provided project management and technical support for implementation of new EMS applications including dispatch 
interfaces, billing and training management. 

• Supported the Computers‐4‐Kids program providing 125 refurbished computers to community youths and supported 
United Way with the donation of 25 computer systems from our life‐cycle program. These programs not only benefit the 
Durham community directly but can also be recognized as a ‘green’ initiative.  

• Successfully migrated the County’s SAP enterprise business application to eleven new servers with minimal interruption or 
impact to County business to sustain the high availability and reliability of our core business application.  

• Oversaw and implemented significant upgrades for the Health department’s Barnestorm and Insight applications including 
the addition of the HL7 interface to comply with new State and Federal requirements. 

• Also implemented E‐Signatures, an enterprise solution for allowing electronic forms to be signed and stored, rather than 
requiring the extra step of re‐digitizing after getting a signature. 

• Continued  data infrastructure planning for several major facilities including the new Human Services Complex and Justice 
Center, as well as several smaller facilities including two new libraries, renovation and expansion of the Criminal Justice 
Resource Center. 

• Completed the needed upgrades in the County datacenter including structured cabling, new racks, datacenter switch and 
power distribution.  

• Deployed 19 servers including 7 virtualized servers, 328 desktop computers, 56 laptops, 30 switches and 25 routers under 
the life‐cycle replacement plan. 

• Upgraded the department’s trouble‐call and tracking application to a current version.  
• Upgrade of the County data backup application and tape library. Reduce licensing cost of virtualized servers, migrate to 

new higher capacity tape formats and improve backup efficiencies needed to support increasing data storage requirements 
form archiving, document imaging and server virtualization.  

• Facsimile (fax) from the desktop via our copier machines and our new AVST Call Express application.  
• Install network communications, public and staff desktop computers, wireless access points, switches, routers, etc. to 

support the opening of South and Southwest Regional libraries.  
• Provide SAP Shared Services a virtual environment to begin testing for a future upgrade of the SAP application.  A virtual 

SAP environment will reduce hardware costs and improve capabilities for backup, load  balancing and disaster recovery.  
• Replaced IT skylight, replaced computer room A/C units, repaired computer room floor, upgraded computer room cabling 

plan. 
• Implementing digital signage information displays in various locations throughout the county: Tax department, IT, Library, 

and soon the Manager’s office.  
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2010‐11 PERFORMANCE MEASURES 

Performance Measure 1:  Number of reported failures resolved by the next business day 
 

 
 
Story Behind the Last Two Years of Performance 
Durham County Government’s technology staff consists of over 30 professionals including an administrative staff, desktop 
support and help desk technicians; network administrators, network/security engineers, systems developers, systems analysts, 
programmers project managers, a business manager, a network services manager and a Chief Information Officer. Over the 
years, the department has evolved to meet the requirements of service departments.  
 
Centralized call‐tracking and management through a help desk system was implemented over ten years ago and it has been 
continuously improved to meet the needs of our customer and service orientated department. Centralized call‐tracking and 
management expanded to support and incorporate external first‐level support of several departments strengthening capabilities 
to sustain quality support services to County departments. Integration and cross‐training and utilization of help desk and 
desktop support under a single first‐line supervisor further improved services. In recent years, the increased use of automated 
and remote tools reduced the need for on‐site support and significantly enhanced our ability to support employees, speed 
trouble resolutions and improve the employee productivity in all departments.  
 
Our Help Desk takes trouble calls, enters each call into the centralized tracking system, and attempts to resolve issues over the 
telephone. Using remote access tools technicians may access the employees’ computer to see the issues as the employee sees 
them and then resolve the issue while the employee can watch and often learn as the problem is resolved on their computer 
screen. About 25% of calls are not resolved quickly over the telephone. In these cases, a technician may be dispatched for on‐
site repairs (typically for a hardware failure) or the issue may be referred to senior staff as needed. The assigned staff contacts 
the user, resolves the trouble and closes the ticket. Open tickets are routinely reviewed by managers/supervisors to ensure 
quality and timeliness of service. Our staff responds to calls throughout the County covering our core administrative complex as 
well as dozens of outlying and remote sites.  
 
Strategies:  What do you propose to do to improve program performance? 

• Maintain the high level of service noted in the above graph and cited in the recent external survey. The Help Desk will 
continue its successful involvement and communications with its customers and continue staff improvement and 
training by taking advantage of more no and low‐cost training opportunities.  

• Research further virtualization possibilities to desktops or applications to expand the on the benefits gained from server 
virtualization.  

• To continue to improve the standardization and life‐cycle replacement program, focus will be on expanding the 
virtualization of server systems. Further possible future virtualization of the desktop environment is being researched 
for impacts and advantages it may bring to various functions. Network infrastructure will focus on the planning and 
implementation of fiber‐optic network connectivity to more locations to resolve bandwidth issues and improve services 
to both county staff and the public.  
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• Meeting with departments to collaborate and assist in research and planning new technology requirements and to 
determine strategies for moving forward with budgeted and available resources. 

• Deploy network applications such as unified messaging and instant messaging to enhance employee communications 
and productivity and develop and improve current  

• procedures to move towards an increasingly proactive agency.  
• greater access to services and systems. 

 
Performance Measure 2:  County Internet Website 
 

 
 
 
Story Behind the Last Two Years of Performance 
The IT Department uses a website analytic software package to measure usage of various screens, the kinds of county website 
pages information users seek, and the number and types of views/hits to determine growth.  Problems recognized by county 
employees are identified, measured, and corrected via the Help Desk Remedy System.  Feedback from an internal web‐based 
survey which asks users about the ease of use of the website and the quality of the information is used to make improvements.  
The IT Department’s periodic county‐user surveys also are used to identify, correct, and measure problems and effectiveness of 
enhancements.  The county website has experienced continuous growth in the number of pages being accessed since its 
redesign in 1998.  In the 1999 calendar year, the website experienced just 1.4 million page views.  By the end of the 2008 
calendar year, the county website experienced more than 7 million page views. 
 
Strategies:  What do you propose to do to improve program performance? 
Getting the word out through publicity, fresh data, ease‐of‐use, relevant and current data, interactive data, and accurate data.  
The IT Department uses the county feedback and comments portion of the website to keep this service responsive to citizens’ 
needs. 
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Performance Measure 3:  County Intranet Website 
 

 
 
 
Story Behind the Last Two Years of Performance 
The Durham County Intranet, DCInfo, was established in July 2002 with several purposes.  Of importance was the ability to make 
needed documents and forms centrally available to departmental and countywide employees.  Secondly, there was a need to 
publish information to keep employees informed of news within their departments and across the county. Finally, there was a 
need for a central site from which to access current and future web‐enabled, employee‐only applications. 
 
DCInfo was created through the efforts of the IT Department and numerous county departments.  Each department has the 
capability to publish news, forms, and documents either for use by the whole county or for use only within the respective 
department.  The DCInfo homepage lists news stories of general interest to county employees, links to departmental home 
pages, current weather conditions, and Web Applications, also known as WebApps. 
 
Strategies:  What do you propose to do to improve program performance? 
The IT Department needs to continue getting the word out and to continuously monitor feedback from the Intranet to ensure 
employee confidence in data accuracy.  System reliability and availability is monitored by the department every day.  The IT 
Department tracks Intranet security and reliability through the use of network software logs and alerts that identify and 
measure potential security breaches, and the department makes changes as necessary to eliminate the breaches.  The Network 
Engineering and Support division of the department maintains network reliability using special software tools and conducts 
periodic maintenance off‐hours to maintain both security and reliability.  The planned outages for maintenance and upgrades 
are performed off‐hours so network availability is not disrupted. 
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Voice Communications 
Funds Center:  4200192000 
 

Summary
2008‐2009
Actual
Exp/Rev

2009‐2010 
Original
Budget

2009‐2010
12 Month
Estimate

2010‐2011
Department 
Requested

2010‐2011
Manager 

Recommended
Expenditures
Operating $498,113 $692,892 $662,480 $642,432 $642,432

Total Expenditures $498,113 $692,892 $662,480 $642,432 $642,432
Revenues

Total Revenues $0 $0 $0 $0 $0
Net Expenditures $498,113 $692,892 $662,480 $642,432 $642,432

.

.

FTEs 0.00 0.00 0.00 0.00 0.00  
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HUMAN RESOURCES 
 
MISSION 

The mission of Durham County Government’s Human Resources Department is to advance organizational goals by recruiting, 
developing, and retaining excellent employees. 
 
PROGRAM DESCRIPTION 

The Human Resources Department’s purpose is to maximize the county’s human resources investment by removing barriers to 
productivity.  The HR Department achieves this goal through the following functional programs:  (A) Recruitment and  
Selection – attracting and hiring the best available candidates; (B) Classification and Compensation – maintaining internal equity 
and external competitiveness; (C) Employee Relations – maintaining an organizational climate conducive to positive and 
effective communication; (D) Policy Development – ensuring clear, consistent application of processes and procedures;  
(E) Training and Development – improving and expanding workforce capability and productivity; (F) Benefits Management – 
ensuring comprehensive, competitive, and cost‐effective coverage; (G) Records Management – maintaining an efficient and 
legal records system; and (H) Performance Review – providing specific feedback to improve performance and reward for results 
achieved, thereby providing motivation. 
 
2009‐10 ACCOMPLISHMENTS 

• Implemented the County’s first ever electronic application system creating a more efficient application process 
• Successfully transitioned from a fully insured to a self insured healthcare plan, enabling the County to provide a more 

comprehensive healthcare plan to employees  without additional cost to the County 
• Conducted the County’s first dependent eligibility audit designed to contain costs by ensuring that only eligible 

dependents are covered 
• Issued the first Benefits Value Statement to each employee showing the total value of salary and benefits received 

annually 
• Provided an opportunity for employees and retirees to obtain long term care insurance for themselves and family 

members 
• Hosted more than 288 honorees at the 4th Annual Employee Service Recognition Luncheon 
• Collaborated with Public Health to offer free H1N1 flu shots to employees in the Wellness Clinic 

 
2010‐11 WORK OBJECTIVES 

• Enhance learning opportunities through an e‐solution delivery system 
• Enforce training requirements for all Managers and Supervisors  
• Develop a comprehensive organizational succession plan 
• Develop and implement a comprehensive bilingual recruitment plan 
• Conduct a comprehensive countywide classification study 
• Enhance SAP reporting capabilities for end‐users  
• Continue archiving historical employment records 
• Promote the Wellness Initiative to encourage maximum employee participation 

 
2010‐11 HIGHLIGHTS 

• Various operating expenditures were reduced in order to reach the targeted budget reduction. 
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Human Resources    
Funds Center: 4240170000 
 

Summary
2008‐2009
Actual
Exp/Rev

2009‐2010 
Original
Budget

2009‐2010
12 Month
Estimate

2010‐2011
Department 
Requested

2010‐2011
Manager 

Recommended
Expenditures
Personnel $1,299,635 $1,226,327 $1,168,144 $1,240,985 $1,240,985
Operating $529,012 $219,301 $200,562 $203,299 $203,299

Total Expenditures $1,828,647 $1,445,628 $1,368,706 $1,444,284 $1,444,284
Revenues
Other Revenues $0 $0 $164 $0 $0

Total Revenues $0 $0 $164 $0 $0
Net Expenditures $1,828,647 $1,445,628 $1,368,542 $1,444,284 $1,444,284

.

.

FTEs 18.00 17.00 17.00 17.00 17.00
 
2010‐11 PERFORMANCE MEASURES 

Performance Measure 1:  Health Insurance Premiums 
 

Monthly Benefits Cost Per Employee 
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Story Behind the Last Two Years of Performance 
Health insurance rates continue to escalate annually.  Competition between insurance carriers allowed the County to enjoy a 
flat insurance rate from FY07 to FY08, with a modest increase in FY09.  In FY10, the County moved from a fully funded to a self 
funded insurance plan and in doing so was able to reduce costs slightly under FY09.  Projected trends in healthcare claims for 
FY11 will increase costs over prior years. 
 
Efforts to contain healthcare costs will focus on highlighting awareness of health risk factors and getting employees in the habit 
of managing their health to minimize and eliminate risk factors, especially those related to controllable diseases such as high 
blood pressure, high cholesterol and diabetes. This in turn can help the County better contain insurance costs, minimize 
absenteeism and improve productivity.  
 
Since introduction of the Slim Down Contest at the Employee Wellness Clinic in 2008, employees have lost a combined total of 
1,333 lbs as of February 2010.  The Wellness Clinic has also been instrumental in filling all slots for the County’s Diabetes Self 
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Management Education course offered by the Nutrition Division of the Public Health Department, a positive trend towards 
employees’ management of a serious and costly health risk factor. 
 
Strategies:  What do you propose to do to improve program performance? 
Improve employees’ health by: 

• Implement a Wellness Plan developed by the County’s Wellness Plan Group  (WPG) which  is comprised of a 
partnership  including BCBSNC, Health Stat,  Inc., Public Health Department, The Durham Center, Cooperative 
Extension  and  other  County  department  representatives.    The mission  of WPG  is  to  develop  and  foster  a 
culture of wellness while enhancing employee productivity within the Durham County Government workforce 
by eliminating controllable at‐risk health behavior and preventing illness. 

• Encourage greater Health Risk Assessment (HRA) participation by introducing partnership incentives 
• Continue sponsoring bi‐annual offerings of the state‐produced 12 session curriculum Eat Smart, Move More, 

Weigh Less, bi‐annual Slim Down Contests and support groups during the work day to encourage and assist 
employees in managing their health 

• Promoting  utilization  of  BCBSNC’s wellness  and  disease management  resources  available  as  a  part  of  the 
County’s health insurance plan 

 

 
 

• 207 of 645 employees who completed at least two health risk assessments between June 2007 and September 
2009 reduced their risk factors by one or more:  

• 39 employees with 1 risk factor reduced to 0 risk factors 
• 72 employees with 2 risk factors reduced to 1 or less 
• 47 employees with 3 risk factors reduced to 2 or less 
• 31 employees with 4 risk factors reduced to 3 or less 
• 13 employees with 5 risk factors reduced to 4 or less 
• 4 employees with 6 risk factors reduced to 5 or less 
• 1 employee with 7 risk factors reduced to 4 risk factors 
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Performance Measure 2:  Recruitment Statistics 
The Employment Services Division measures the effectiveness of recruitment efforts by looking at hiring statistics each calendar 
year. 
 
 
 
 
 
 
 
 
*Positions filled include those for which the vacancy was posted at any time during the past or current year, but for which the 
hire did not occur until 2009.  Example: Vacancy may have been posted April 2008 – Hire may not have occurred until April 
2009.   
 
The following benchmarks were used to measure recruitment performance:   
 

• Average number of days from posting of vacant position to the receipt of selection packet in the Human Resources 
department  

• Average number of workdays from receipt of selection packet to notification of approval to the hiring department  
• Average number of days from selection approval notification to Entry on Duty 

 
Story Behind the Last Two Years of Performance 
Several variables have impacted the recruitment statistics for calendar year 2009.  These factors include the current hiring 
freeze for non‐critical positions, emphasis placed on internal recruitment efforts and overall commitment from hiring officials to 
fill positions in a timely manner.  These efforts have resulted in a decrease in the number of positions recruited and filled as well 
as considerable improvement in the amount of time it takes to fill positions.  
 
Significant measures were implemented this calendar year to enhance the recruitment and selection process.  These measures 
include: 
 

• Implementation of an electronic application process which enables applicants to apply for vacant positions via the 
County’s internet site; update education, skills and work experience data and monitor the status of their application 
on‐line 

• Quarterly information sessions with departmental representatives 
• Development and completion of surveys by internal customers regarding Reference Checks, Bi‐lingual Needs 

Assessment and Internship Program 
• Centralization of recruitment efforts for Management positions 

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

• Conducted an examination of “best practices” related to recruitment and retention through site visits to other agencies 
and local governments 

• Increased involvement with departments for assistance in posting, screening and interviewing for “best match” 
applicants 

• Initiated more outreach to the Hispanic population 
• Continued our relationships with area institutions of higher learning 
• Reviewed the County’s Internship Program and developed a standardized process  
• Continue to explore ways to streamline the application process 
• Development of a comprehensive bilingual recruitment plan 
• Provide more extensive and intensive training for hiring officials on effective interviewing 
• Continue the use of print and other media to market Durham County Government and the benefits of working for the 

County 
 

 
Calendar Year 2009 

 
        New Positions Recruited               *Positions Filled 

 
    203                             299 
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Performance Measure 3:  Turnover Rate 
 

0

5

10

15

20

25

FY 
98-99

FY 
99-00

FY 
00-01

FY 
01-02

FY 
02-03

FY 
03-04

FY 
04-05

Year 
2006

Year 
2007

Year 
2008

Year 
2009

R
at

e

Period

Turnover Rate

 
 
 
 

82



Due to the 2005 conversion of the automated system to SAP, the HR Department does not have complete data for FY 2004‐05.  
The department projected the turnover rate based on the available data for the fiscal year.  Previous data reported does trend 
toward the projected decrease.  Current data, previously tracked on a fiscal year basis, now is being tracked on a calendar year. 
 
Story Behind the Last Two Years of Performance 
Although the recent economic downturn has highlighted the costs associated with lost jobs, the consequences of such losses 
have helped stabilize staff retention.  This coupled with the county’s commitment to offer competitive salaries and provide an 
employee‐friendly work environment have had a positive impact on the county’s turnover rate.  The turnover rate for calendar 
year 2008 was approximately 13%.  This represents a 1.5% decrease from calendar year 2007. 

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

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

• Responsiveness to compensation and internal equity issues. 
• Supervisory training on effective interviewing and retention techniques. 
• More HR Department involvement with hiring authorities on effective recruitment strategies. 
• Award of Substantial Equivalency by the North Carolina Office of State Personnel, which allows flexibility in establishing 

job requirements. 
• Implementation of flexible work schedules, telecommuting, job sharing and other opportunities to ensure work and 

family life balance. 

Strategies:  What do you propose to do to improve program performance? 
• Target classifications with high turnover rates and develop a plan to address issues. 
• Continue to expand flexible work schedule efforts thus creating an employee‐friendly work environment. 
• Whenever possible, assist departments with providing career growth opportunities and stress the need for cross‐

training employees. 
• Work with hiring officials to ensure new hires are the right fit for the job and organization. 
• Explore and assist departments with succession planning. 
• Continue to work with departments to ensure positions are properly classified and employees are compensated for 

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

MISSION 

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

PROGRAM DESCRIPTION 

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

2009-10 ACCOMPLISHMENTS 

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

 Prepared the annual operating budget for public distribution. 

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

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

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

 Managed capital project budgets related to the county’s 10-year Capital Improvement Program. 
 

2010-11 HIGHLIGHTS 

 Implemented an online application process for the Nonprofit Agency Funding Program. 

 The Manager’s Recommended budget will allow the Budget office to maintain current service levels. 
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Budget and Management Services  

Funds Center: 4250134000 
 

Summary

2008-2009

Actual

Exp/Rev

2009-2010 

Original

Budget

2009-2010

12 Month

Estimate

2010-2011

Department 

Requested

2010-2011

Manager 

Recommended

Expenditures

Personnel $521,622 $473,082 $433,191 $471,390 $471,390

Operating $19,619 $45,290 $26,587 $38,224 $38,224

Total Expenditures $541,241 $518,372 $459,778 $509,614 $509,614

Revenues

Total Revenues $0 $0 $0 $0 $0

Net Expenditures $541,241 $518,372 $459,778 $509,614 $509,614

.

.

FTEs 6.00 6.00 5.00 5.00 5.00

 

2010-11 PERFORMANCE MEASURES 

Performance Measure 1:  Measure and monitor the accuracy of property and sales tax revenue projections. 
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Story Behind the Last Two Years of Performance 

 From FY 2003-04 to FY 2006-07, Durham County experienced an upward trend in sales tax collections.  In FY 2007-08, 
sales tax revenue was budgeted to reflect these trends; however, Durham County began experiencing the economic 
downturn and sales tax revenues began to lag.  In anticipation of a sluggish economy in FY 2008-09, more conservative 
forecasting was used to estimate sales tax revenues – 1% growth for the Local Option Sales Tax (Article 39) and 2% for 
statewide collected sales taxes (Articles 40 and 42).  Also, new state Medicaid legislation affected the amount of sales 
tax Durham County collected in FY 2008-09 as well as the amount it will collect in future years.  Starting in October 
2008, half of the Article 44 sales tax went to the state to support its taking over Medicaid costs, while a portion of the 
county’s Article 39 sales tax collection went to the City of Durham, keeping the city “held harmless” in relation to 
changes in sales tax collections. Due to a continuing decline in the local and state economy sales tax receipts are 
expected to short of budget estimates. FY 2010-11 sales tax estimates have been reduced. 

 Beginning in FY 2002-03, the Budget Director, along with the Tax Administrator, Tax Assessor, Tax Collector, and 
Finance Director have met to determine a final recommendation on property tax estimates for the upcoming year.  
This workgroup, directed by the Board of County Commissioners, reviews projections to ensure reasonable estimates 
for the preparation of the upcoming year’s budget.  Through May 2010, current year property tax collections 
exceeded budget. 
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Strategies:  What do you propose to do to improve program performance? 

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

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

 In FY 2009-10, Budget and Management Services redesigned its annual budget survey to more accurately capture the 
satisfaction of the department’s internal customers.  The 10-question survey was administered electronically using a 
web-based survey tool.  Fifty-four Durham County Government employees, including department heads and other 
employees responsible for budget preparation, were invited by e-mail to take the survey anonymously in October 
2009.  Within the four-week survey period, 32 of the 54 employees invited to take the survey, or 59.2%, completed all 
or a portion of the survey. 

 The above graph shows actual and goal numbers based on a one-to-five scale, with one indicating low satisfaction and 
five indicating high satisfaction.  As the graph reflects, in FY 2009-10 the Budget and Management Services 
Department made significant improvements in overall satisfaction with the Approved Budget Document, with Budget 
Department staff responsiveness and with the Budget Department in general. 

 Recognition by the GFOA with a Distinguished Budget Presentation Award for the FY 2009-10 document is seen as a 
measure of good service delivery, benchmarking Durham County against other jurisdictions. 

 Timely presentation of recommended budget documents and approved documents has occurred every year. 
 
Strategies:  What do you propose to do to improve program performance? 

 Use the survey information to identify areas for improvement. 

 Continue to distribute the redesigned survey annually so that qualitative data can be compared over time. 

 Encourage more surveys to be completed to increase the response rate and expand pool of qualitative suggestions 
and comments. 

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

 Timely and accurate processing of budget amendments which go before the Board of County Commissioners. 

 Timely and accurate processing of budget transfers will ensure that departments have funds properly budgeted to 
move forward with their services. 

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

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

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

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

By law, the Veterans Services Officer must provide true statements and evidence subject to proscribed penalties under failure 
to do so.  Aside from the letter of the law, a representative is bound by serious ethical considerations of fair dealing between 
the claimant, the claimant’s representative (Veterans Services Officer) and the government. 
 
2010‐11 HIGHLIGHTS 

• To achieve the requested budget reduction, Veterans Services eliminated the budget for the Veteran’s Job Fair that 
they had previously co‐sponsored at the Civic Center along with other various operating reductions. 
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Veterans Services 
Funds Center:  4260160000 
 

Summary
2008‐2009
Actual
Exp/Rev

2009‐2010 
Original
Budget

2009‐2010
12 Month
Estimate

2010‐2011
Department 
Requested

2010‐2011
Manager 

Recommended
Expenditures
Personnel $98,604 $90,327 $89,383 $91,515 $91,515
Operating $4,963 $6,010 $4,271 $4,031 $4,031

Total Expenditures $103,567 $96,337 $93,654 $95,546 $95,546
Revenues
Intergovernmental $2,000 $2,000 $2,000 $2,000 $2,000

Total Revenues $2,000 $2,000 $2,000 $2,000 $2,000
Net Expenditures $101,567 $94,337 $91,654 $93,546 $93,546

.

.

FTEs 2.00 2.00 2.00 2.00 2.00
 
 
Performance Measure 1:  Number of Claims Submitted and Approved 
 

 
 
Story Behind Last Two Years of Performance 

• The Veterans Administration’s Regional Office, which handles the processing of claims, has had a significant increase 
in the amount of veterans submitting applications requesting benefits over the past two years due to the surge of 
injured veterans returning from war and the aging veteran population. This has also caused an influx in phone calls to 
those offices which makes it almost impossible for veterans to get the information they seek about their claim’s status 
and other veteran benefits they might qualify for, for example new education benefits. 

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

• This office has experienced more than 1,558 more calls in the year 2009 from veterans and their families needing 
services due to the economic downturn resulting in veterans losing their jobs along with health care benefits, veterans 
returning from Operation Iraqi Freedom, Operation Enduring Freedom, aging veterans from World War II in need of 
Aid and Attendance and new tax exemption benefits. We have had a high volume of referrals from the VA Medical 
Center. 
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Strategies:  What do you propose to do to improve program performance? 

• We have implemented a diary system which track updates on veteran’s claims and keep veterans informed about the 
status of their pending claims. 

• The office has had much success with the new appointment system, although we don’t turn any veterans away even if 
they are walk‐ins.  This new system also allows the office to service new veterans in need of urgent resources or 
referral services. 

• The office has collaborated with the Employment Security Commission and Wake County to provide a yearly Stand‐
Down to homeless veteran population and a Job Fair, Senator Kay Hagan’s office with Gene Reaves to plan more 
services for the homeless veterans, advised on committees to help incarcerated veterans transition back into civilian 
life with resources for furthering their education and updating job skills, attended the annual National Coalition on 
Homeless Veterans in Washington, D.C. to further training on helping homeless and incarcerated veterans re‐integrate 
into society and family life to become self sufficient. 

 
Performance Measure 2:  Number of Clients Served 
 

 
 
Story Behind Last Two Years of Performance 

• Increase in attendance of meetings and activities to gain more training on how to effectively help homeless and 
incarcerated veterans. Mr. Washington served on a committee with the North Carolina State Division of Veterans 
Affairs Regional Office to develop The Standard Operating Procedures for New Veteran Service Officers, and we have 
had a dramatic increase in the number of document retrievals. Example: DD Form 214, Military Discharge Papers from 
the National Personnel Records Center and the Durham County Register of Deeds. We have also added new 
correspondence outreach letters to inform newly discharged veterans that our office is here to help provide assistance 
with veteran’s benefits and referrals to other services we may not provide.  

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

• The office will continue work with veterans in Maple Court with Volunteers of America, keep in contact with VA 
Medical Center Social workers and providing information sessions to inquiring veterans about benefits available to 
them, continue speaking at Nursing homes about benefits residents might be eligible for, bridge gaps between 
counties like Wake and Orange to offer  Project Homeless Connect and other events, establishing a coalition with 
Campbell University to provide a Homeless Court to help veterans with legal issues, continue to conduct mini 
interviews over the phone, send out necessary forms and have clients get all the information they need to help 
process the claim which will help the claims officer decide the case faster. 
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GEOGRAPHIC INFORMATION SERVICES 
 
MISSION 

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

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

Animal Control       Board of Elections 
City Budget      City Clerk         
City Finance      Cooperative Extension     
County Engineering    Durham Area Transit Authority (DATA) 
Durham Public Schools    Economic Development     
Emergency Communications  Emergency Management     
Emergency Medical Services  Environmental Health     
Fire Administration    Fire Marshal       
Forest Protection     General Services       
Inspections      Library          
Parks and Recreation    Planning        
Police        Public Health       

  Public Works      Register of Deeds 
Sheriff        Social Services 
Soil and Water Conservation  Solid Waste Management 
The City Attorney’s Office    The City Manager’s Office 
The Tax Assessor’s Office    Water Management     

 
2009‐10 ACCOMPLISHMENTS 

• Developed a new GIS interface to replace GISmo.  The new application improves user productivity and saves $9,000 in 
annual maintenance fees. 

• Worked with the Emergency Communications Department in their efforts to obtain a grant from the NC 911 Board for 
statewide orthophotography.   The imagery currently being collected will be available by the end of the current 
calendar year.  By having this vital data update funded by the 911 Board, the County/City have realized a savings of 
approximately $100,000. 

• Assisted the Environmental Health Department in the effort to collect well and septic information. 
• Completed the implementation of Workflow Automation System enhancements.   
• Modified the database and the Present Land Use system application for the Tax Assessor’s Office. 
• Assisted with the Durham Public Schools student reassignment project. 

 
2010‐11 HIGHLIGHTS 

• To meet the targeted budget reduction, GIS made reductions to various operating line items.  A position that was 
shifted to City only projects in FY2010 is once again split between the two jurisdictions for FY2011.   
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Geographic Information Services (GIS) 
Business Area:  4270  
 

Summary
2008‐2009
Actual
Exp/Rev

2009‐2010 
Original
Budget

2009‐2010
12 Month
Estimate

2010‐2011
Department 
Requested

2010‐2011
Manager 

Recommended
Expenditures
Operating $375,058 $341,932 $341,932 $366,638 $366,638

Total Expenditures $375,058 $341,932 $341,932 $366,638 $366,638
Revenues

Total Revenues $0 $0 $0 $0 $0
Net Expenditures $375,058 $341,932 $341,932 $366,638 $366,638

.

.

FTEs 0.00 0.00 0.00 0.00 0.00
 
 
2009‐10 OBJECTIVES 

• Maintain accessibility to the GIS databases above 99% 
• Redevelop GIS Web applications, as needed, to improve user productivity and public access to the GIS information. 
• Continue focusing on providing training to assist users with GIS technology in day‐to‐day operations. 
• GIS data integration and process automation for various city departments through the data warehousing and business 

intelligence implementation. 
 

 
Performance Indicators  FY 2008‐09

Actual 
FY 2009‐10
Budget 

FY 2009‐10 
Estimate 

FY 2010‐11
Projected 

Workload Indicators   
Number of GIS users (+ any users with web access 
can use GISmo web application) 

380+ 380+ 380+  380+

Number of GIS service requests  299 310 250  300
Efficiency Indicator   
Percent of requests for products or services 
delivered within the periods specified in the 
customer service standard 

96.3% 95% 96%  95%

Effectiveness Indicator   
Percent of GIS applications developed within 
specified time and according to requirements 

100% 99.5% 100%  99.5%
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SAP SHARED SERVICES 
 
MISSION 

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

•  Provide leadership in planning for the effective use of the SAP application system. 
•  Provide centralized management of SAP support to our users, which are efficient, responsive, courteous and cost 

effective. 
•  Effectively coordinate services with other application providers. 
•  Assist users in obtaining information about support alternatives that fall outside of those provided by the department. 

 
PROGRAM DESCRIPTION 

The SAP Shared Services Department consists of a staff logically grouped by their specialized area of support. 
 
The SAP Help Desk is the central point of contact for the SAP Shared Services Department.  The SAP Help Desk personnel 
provide first‐level assistance with initial SAP system set up, administration of employee user IDs and the creation and 
assignment of work items to the department’s second‐level support personnel. 
 
The technical specialties include Advanced Business Application Programming (ABAP), basis administration, SAP security 
administration, workflow management, business warehouse and portal administration.  These team members provide critical 
“behind the scenes” support to ensure the SAP and Employee Portal systems function properly and are accessible by county 
employees. 
 
The functional specialties include Financial, Payroll, Human Resources and related disciplines such as Budgeting, Funds 
Management, Grants Management and Procurement. 
 
2009‐10 ACCOMPLISHMENTS 

• Resolved 99% of all tickets opened for the current fiscal year 
• Collaborated with County departments to complete upgrades and updates for ongoing software and hardware 

maintenance 
• Customer Service Improvement Team 
• Addressed all audit requirements – internal and external 
• Hired Senior Systems Analyst 
• Finalized SAP ERP ECC 6.0 Upgrade Assessment  
• Completed Portal Migration to eliminate Internet Explorer incompatibilities 
• Reimbursement for cell phones and internet services via Payroll 
 

2010‐11 HIGHLIGHTS 

• The recommended budget includes removing funding for lease of space in the Eligibility Building.  The SAP Shared 
Services Department’s staff will remain in its space on the fifth floor of the Administrative Complex. 

• Various operating expenditures were reduced in order to reach the targeted budget reduction. 
• Travel related training needs for the SAP Shared Services staff to prepare for SAP Upgrade scheduled to begin FY2011 

were included for $47,400. 
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SAP Shared Services   
Funds Center: 4280100000 
 

Summary
2008‐2009
Actual
Exp/Rev

2009‐2010 
Original
Budget

2009‐2010
12 Month
Estimate

2010‐2011
Department 
Requested

2010‐2011
Manager 

Recommended
Expenditures
Personnel $808,750 $873,767 $805,737 $933,050 $933,050
Operating $263,704 $229,830 $216,721 $210,978 $216,176

Total Expenditures $1,072,454 $1,103,597 $1,022,458 $1,144,028 $1,149,226
Revenues

Total Revenues $0 $0 $0 $0 $0
Net Expenditures $1,072,454 $1,103,597 $1,022,458 $1,144,028 $1,149,226

.

.

FTEs 9.00 9.00 9.00 9.00 9.00

 
 
 
2010‐11 PERFORMANCE MEASURES 

Performance Measure 1:  Resolution of SAP Help Desk work items 
 

 
 

 
Story Behind the Last Year of Performance 

 
SAP has continued its commitment to complete no less than 99% of all work items; 3935 work items were completed last fiscal 
year.  Maintaining this completion rate has been a result of the superior management of the SAP Help Desk and the ability to 
reach out to the key subject matter experts to get resolution on the work items that are entered into the Track‐It! application. 
 

• Average time to resolve a work item was 4.7 days. 
• Over 99% of all work items were resolved. 

 
Breakdown by category 

• 98%:  Customer Support Services (<30 days to complete) 
• 1%:  Projects (> 60 days) 
• .1%:  Development / Configuration (30 – 60 days to complete) 

 
 

2008 

2009 
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Performance Measure 2:  Employee customer service 
 

 
 
Story Behind the Last Year of Performance 

The  SAP  Customer  Service  Team  is  responsible  for  a  great  turn  around  in  the  acceptance  of  SAP  by more  of  the user 
community.  Invitations for site visits were extended to every County department. Approximately 50% of the departments 
responded; of  that 50%, 100% of  those departments  received  site  visits  from  individuals  representing Budget,  Finance, 
Human Resources, and SAP Shared Services. 
 
Another  indicator  as  to  how well we  are  performing  is  the  amount  of  time  it  takes  us  to  complete work  items. We 
decreased the projected time from 5.1 days to 4.7 days. 
 
The department continues to find creative methods to  increase  its SAP knowledge and share  it; we reach out to the core 
departments  for  additional  functional  knowledge;  and we have been  able  to  recruit  resources  that have  an  immediate 
positive impact on productivity. These factors ensure that we can continue to promote and offer the highest quality service 
to the SAP user community. 
 
As we are fast approaching the end of our current maintenance agreement with SAP, we are preparing for the upgrade to 
SAP ERP Central Component (ECC) 6.0.   The upgrade will place us on a regular maintenance cycle; but more  importantly, 
the upgrade will position us to be able  to strategically plan  for additional  functionality  to empower and expand the SAP 
user community. 
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Performance Measure 3:  SAP license compliance/SAP workload distribution 
 

 

 
 

 
Story Behind the Last Year of Performance 

Through  diligent  role  monitoring,  cleanup,  and  customer  education,  the  license  and  workload  distributions  have 
experienced no spikes that would cause us concern regarding the need to consider purchasing additional licenses. The user 
community understands the  importance of the correct role assignments as well as the  impact on the overall SAP  license 
allocation. This understanding has resulted  in more departments proactively reviewing their role assignments and taking 
due consideration before requesting additional roles that place an employee in a different license category. 
 
As we continue to  investigate the best methods to  increase access to SAP, the portal  is being upgraded to accommodate 
the  expansion  in  functionality  and  the  user  community.  As  we  move  to  more  portal  based  functionality  it  remains 
imperative  that we  continue  to monitor  the workload and  license distributions  so  that we  remain  in  compliance  for all 
auditing requirements. 
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NONDEPARTMENTAL 
 
PROGRAM DESCRIPTION 

This budget reflects expenditures that are either made on a non‐departmental, or county‐wide basis, or expenditures that will 
be distributed to specific departments at a later time.  Nondepartmental items funded this year include: 

• Miscellaneous contracted services for county‐wide contracts $200,000; 
• Potential personnel cost planning module variances $25,000; 
• Board of County Commissioners Contingency Fund $150,000. 
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Nondepartmental 
Funds Center: 9800981000 
 

Summary
2008‐2009
Actual
Exp/Rev

2009‐2010 
Original
Budget

2009‐2010
12 Month
Estimate

2010‐2011
Department 
Requested

2010‐2011
Manager 

Recommended
Expenditures
Personnel $0 $45,000 $0 $25,000 $25,000
Operating $78,095 $426,010 $22,713 $260,000 $200,000
Transfers $0 $347,812 $0 $150,000 $150,000

Total Expenditures $78,095 $818,822 $22,713 $435,000 $375,000
Revenues
Service Charges $540 $0 $0 $0 $0

Total Revenues $540 $0 $0 $0 $0
Net Expenditures $77,555 $818,822 $22,713 $435,000 $375,000

.

.

FTEs 0.00 0.00 0.00 0.00 0.00
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TRANSFERS 
 

PROGRAM DESCRIPTION 

This budget provides for appropriations of transfers to other funds from the General Fund as well as transfers into the General 
Fund from other funds.   
 
Transfers from the General Fund will be made to the Capital Finance Fund, Debt Service Fund and Benefits Plan Fund as 
follows: 
 

Transfers from General Fund 

Capital Finance Fund $19,443,506 

Debt Service Fund $256,021 

Benefits Plan Fund $14,548,006 

TOTAL TRANSFERS OUT $34,247,533 

 
Beginning in FY 2004-05, certain dedicated revenues were budgeted directly into the Capital Finance Fund.  Those revenue 
sources are the two one-half cent sales taxes (Article 40 and Article 42) and the county’s portion of the occupancy tax.  To meet 
accounting standards, these revenue sources were moved back to the General Fund in FY 2006-07, where they are collected 
and need to be transferred to the Capital Finance Fund.  The total amount of the transfer represents the budgeted amount of 
each of the three individual revenues (see Capital Finance Fund pages). 
 
The transfer to the Debt Service Fund represents a contribution for debt service on the Carmichael Building used by the 
Department of Social Services. 
 
The transfer to the Benefits Plan Fund funds the cost of the employee benefits plan, which includes health care, dental, vision 
and one times salary life insurance for all fulltime employees plus the cost of health care and life insurance for retirees.  The 
plan also funds a Wellness Clinic, which includes a health risk assessment.  The county pays all administrative costs associated 
with the plan. 
 
Transfers to the General Fund will be made from the Community Health Trust Fund, Volunteer Fire District Funds and 
Enterprise Fund as follows: 
 

Transfers to General Fund 

Community Health Trust Fund $3,950,000 

Volunteer Fire District Funds $1,397,343 

Enterprise Fund $104,469 

TOTAL TRANSFERS IN $5,451,812 

 
Revenues in this fund center are transfers in to the General Fund from other funds.  The transfer from the Community Health 
Trust Fund supports health-related needs paid for out of the General Fund.  The transfer from three Volunteer Fire Districts 
(Lebanon, Bethesda and Redwood) supports county positions funded through Fire District property taxes as provided in various 
interlocal agreements.  The transfer from the Enterprise Fund supports indirect costs in the General Fund for support services 
rendered to the Enterprise Fund. 
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Transfers 
Funds Center:  9800982000 
 

Summary
2008-2009

Actual

Exp/Rev

2009-2010 

Original

Budget

2009-2010

12 Month

Estimate

2010-2011

Department 

Requested

2010-2011

Manager 

Recommended
Expenditures
Transfers $22,138,824 $31,130,567 $33,262,518 $35,175,910 $34,247,533

Total Expenditures $22,138,824 $31,130,567 $33,262,518 $35,175,910 $34,247,533

Revenues
Other Fin. Sources $10,369,688 $5,460,265 $5,300,166 $5,451,812 $5,451,812

Total Revenues $10,369,688 $5,460,265 $5,300,166 $5,451,812 $5,451,812

Net Expenditures $11,769,136 $25,670,302 $27,962,352 $29,724,098 $28,795,721

.

.
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VEHICLES AND EQUIPMENT 
 

PROGRAM DESCRIPTION 

This fund center was established for the purpose of accounting for capital assets purchased by the county, such as automobiles 
and equipment in excess of $5,000. 
 
Effective in FY 2005-06, the Internal Service Fund used for capital purchases was discontinued and this fund center was created 
for all vehicle and equipment purchases.  As the size of the county’s vehicle fleet grew and the number of vehicle 
replacements, vehicle additions and equipment requests increased, the ability of the Internal Service Fund to support these 
needs diminished.  In order to implement a more consistent replacement schedule as well as fund new purchases, the county 
now uses bank financing to support requested needs. 
 

2010-11 HIGHLIGHTS 

The FY 2010-11 bank loan needs are $887,213 and will support 19 vehicles, one ambulance box remount, equipment for 14 
Sheriff vehicles, and various equipment. Debt service for the FY 2010-11 bank loan is paid through the Debt Service Fund. 
 

New vehicles for FY 2010-11 
 

General 
Services 

New 
24 Foot Truck 1 $45,000 

Small Pick up 2 $36,268 

Sheriff Replacement 2011 Ford crown Vic 15 $354,000 

EMS Replacement 

Ambulance Box 
Remount 

1 $80,000 

G-4500 Ambulance 1 $125,000 

Total   20 $640,268 

 
Department requested numbers shown on the next page look different 
because initially all vehicle requests are made in the department that is 
requesting them, then these requests are moved to the vehicle and 
equipment funds center as part of the Commissioner Approved budget. 

 
 
 
 
 
 

New equipment for FY 2010-11 
 

General 
Services 

1 Barcode Scanning 
Machine 

$8,000 

 4 WD Tractor $12,500 

Sheriff 
Equipment for 15 new 
Sheriff vehicles 

98,445 

EMS 

Zoll Series E Monitors (3) 
Replacements 

75,000 

Holloway Street Gas Pack 
Repl. 

9,000 

Stadium Gas Pack Repl. 22,000 

Fire 
Marshall Gas Pack Repl. 

22,000 

Total  $246,945 
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Vehicles and Equipment 
Funds Center:  9800983000 
 

Summary
2008-2009

Actual

Exp/Rev

2009-2010 

Original

Budget

2009-2010

12 Month

Estimate

2010-2011

Department 

Requested

2010-2011

Manager 

Recommended
Expenditures
Operating $78,325 $0 $98,439 $98,445 $98,445

Capital $2,285,023 $0 $0 $788,768 $788,768

Total Expenditures $2,363,348 $0 $98,439 $887,213 $887,213

Revenues
Other Fin. Sources $0 $0 $0 $887,213 $887,213

Total Revenues $0 $0 $0 $887,213 $887,213

Net Expenditures $2,363,348 $0 $98,439 $0 $0

.

.
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