The Courage to Change: A vision for
Uncompromising Service and Performance
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Share the Vision: The policy

makers perspective . .. ...
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Develop the Strategy EXCELLENCE
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Mew York Times Bestseller
Wall Street Journal Bestseller

THE

1. Service Excellence

DISCIPLINE
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MARKET
LEADERS

CHOOSE YOUR CUSTOMERS,

2. Operational Excellence

3. Product Excellence

NARROW YOUR FOCUS,
DOMINATE YOUR MARKET
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Add Performance
Tools

*Balanced Scorecard
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Annual Report
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Build Your Strategy Map

CROW WING COUMTY

EXCELLENCE

By you. For you.

Crow Wing County Strategy Map

The Vision of Crow Wing County is to be a leader among ~ . ~
MM Counties in providing best-in-class public services Crow Wing County Mission
To provide high-quality, cost-effective, public services in a

CIROW Wi COUNTY friendly and respectful manner

Organizational Priorities

Provide Senices Necessary

Protect and Conserve Provide and Maintain & Pr
Brot 4 owide a Social Safety to and Maintan a
et any Efi’l!l'\ca o Harturadl Safe Transportation Met to Protect the Most :mmmﬂx System of
Public Safety Assets/Pasources Infrastructure Vulrerable in Sockety Governance

Efficientty and

effectively provide Provide opporturitiss Azsure high standards
Customer needed services for civic engagement of customer
withan the comm nity Satisfaction

Mairtaen operations
Prowvide adequate wethin the: scope of Dedrver cost-

( Financial resources Prondel idebung s effective solutions

o

Esztablizh snd msirtain
effective rernaland Establish methods for Establsh methodsAools Seek out and nurture
{ntamal eoderral communication commurily fesdback on for stresm lingng key partnarships with strategic
Processes strategiesichannels program offerings intemal processes community partners

Creote an inclhusive environment Leverage technology to

Leaming & i1 webich the confributions of stream line operations andior Enablo on nispired for mp.i::y?mm;g
Growth every employes, customer and improve the customer warkforce quality of work life

partner are valued and respected experience

CROW WING COUNTY VALUES

Organizational excellence, as itapplies to service, programmatic and operational performance; respect and dignity for all people;
creativity and engagement from all staff; and communications that are open, honest and direct




COMMUNITY SERVICES INQUIRIES AT ALL RECEFTION DESKS

Desk Inguiries 2012 - Customer Service Desk Recap
TOTAL in-
Health - Customer |  person Redirected to | Ratio of
Social Child WIC, Imm. Service |assistsper| % customar | another otv. | customers
Weekly Data | Service IMU | Support | Vets Clinics RSVP Desk week |change| | Toml | Seviced | orDept  [stoppingonce
5.14 thru 5.18 1a0] 438 E| R 151 19 293 1254] -7 293 260| 33]  E9w
521 theu 525 168] 398 81 63 158] 24 255 147 -2y 285 255 31|  eox
528 thru 61 170 430 83 66 sg 21 232 wen| 8% 252 232 20 sw
64 thru 648 173] 347 104 B4 115 33 263 11190 &% 31 263) ag]  Esw
% change from
|previous week % -19%] 25%; 27, 9E% 57% 13% 6%
[m-t-d total 173 347 104) B4 115 aa| 263 1119|
% per Division 15% 31%| % B% 1054 3% 2a%|
Desk Inquiries 2012 - monthly
TOTAL in-
Customer | person
Social Child Service |mssistsper| %
Monthly Data | Service MU | Support | Vets Heakth | Rswvp Desk week | change]
April Rd4 1623 360 206 854 0| 1085 5232
24% 18% 75%
¥-t-d total 1760| 4075 784 566 1443 167| 2ssa] 11353
% per Division 16% 16%) ™ 5% 1% 1% 23%]
Desk Inguires - yearly
Desk ol Desk % ** no data
Az niuiries 2013 change
Jan - e
- Analyze Your Metrics
Mar - y
At 5212
hay 611




CURRENT WEEK PERMIT STATISTICS - Week Ending 6-15-12

PERMITS ISSUED N2 T TET]
CURRENT WEEK thiru thiru
Iweek 611 thru 6-13 oeHaM2 a1 * = Month to date
Total Permits Issued 31 353 268 ** = Year to Date
JrERMIT TYPE Current Week 2012 YTD 2011 YTD *¥** = No Data Available
IMew Construction|Dwig) 3 59 a7 #£%% = for Entire 2011
Septic - New T 68 b6
Septic Uperades 5 25 24 Mumber of Permits Issued
Sheds & 108 141 Year to Date Comparison
| Additions 11 85 LB Thru 2012 2014 % Change
|Decks 3 T8 123 June 15 353 268 l-31!i-_
[Misc. 2 46 53
Shoreland Alteration 9 &0 5
JE511 Addresses T 95 &9
II'-"EIHHIT PROPERTY LOCATION Curremt Weelk YTD 2002 YTD 2011
[Riparian 21 232 183
IMon-Riparian 10 121 85
[STORMWATER DATA Current Week YTD 2012 YTD 2011
=111 Analyze Your
Stormwater/SAIF Plans 10 85 25
Shoreland Buffer i) 5 g °
JPublic Heari ngs RequirinE Plan 0 2pF¥*Es A3Fexs NI et r I c S
fcaus For sERVICE Current Week ¥YTD 2011
Total 14 116 93
|Riparian 11 a7 T4
[Mon-Riparian 3 19 25

RS R thru May, 2012



Transform Through Lean
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Public Sector

Perfection in
Government
Services
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Engage Your Customer o

[w]=

. During construction, traffic control was adequate and I felt | could safely travel
through the construction zone.
Agree Disagree Not applicable

. If I had any interaction with county or contractor staff, they were polite and
professional.
Agree Disagree Not applicable

. The project was a good investment and improvement that was needed, and the
finished roadway is a quality product.
Agree Disagree Not applicable

. Whether during construction or after, my overall experience has been satisfactory.
Agree Disagree Not applicable

Additional Comments:



Market Your Performance
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Define Your

Culture

CROW WING COUNTY

-

EXCELLENCE 4

By you. For you.

Cultivating Awareness

Growing Results

Facilitating Change Organizational
Culture

Strategic Planning Team Dynamics

Align your people and goals...grow and sustain your results



What does it mean to have a
performance culture at CWC?
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Engaged Employees

(' emplovee engagement items

“Bl ankes oy e of BRI PRI RTY W

I o wehadl 15 epacled of me Bl wodk

| have the malterials and equpment | nesed b da my wark right

At work, | have a opporiunily 1o do what | do best avery day

Ky atacscaaies of feflow employees e commilled 1o dor qualily work
The mession o purpose af my company makes me fesl my job is impartand
| hive & bt Iriend &l work

Al work, Ty Opifkons. Seei b ount.

Iy Superssor, oF Someans af work, $eems (D cire aboul mE a8 8 person
Theaie 18 somacene al work who ancourages my develapmant

Thiss lasd vedr, | have had coporiunilies & vwaork (o am and giow

I the Izt savan days. | have mcesved ricognition or praise for daing good wok
e s ol somacne  wark s Sk o me aboul my progress.
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Getting There: The Service Value Wheel

Mission / Vision
Values

Quality / Balanced
Leadership

ROI

Community
Engagement

Culture of Trust

Team
Effectiveness

Services
Processes

Engaged -

Employees E?(EEICEECQEE PR 16

By you. For you.



Alignment: The Performance Pyramid
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Human Resource = ciow wine comr Y 4

EXCELLENCE
Strategy himrer

Strategically
Aligned

Market
Competitive

Performance
Driven



Strategically Aligned

— Quality Balanced Leadership
— Engaged Employees

— Customer Centric

— Market Competitive

-
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CROW WING COUNTY COMMUNITY SERVICES



Appears

Primary Focus

Wants to be

Likes you to
be

Fears

Can be
irritated by

Under
pressure may

Decisions are

Fiery Red

Sunshine Yellow

Earth Green

Cool Blue

Quality Balanced
Leadership

eUnderstanding Self
and Others

*Employee
Engagement

*Performance
Measures

*Competencies

*Performance
Planning

*Performance
Management



All-Staff
Engaged Employees Meetings

Surveys
Score Cards
Lean

Performance
Plans

DRIVE

Recognition



Customer Centric

Customer

Service Providing unparalleled service
Stories to those we_ serve.

Q‘. o
.

Customer
Service
Scorecard

Customer
Service
Competency




Market Competitive Wages

Managed & Powered By
ey THE WATERS

@ CONSULTING
Salarles and Benetits on the Web . GROUP INC

* BLS

BUREAU OF LABOR STATISTICS

REthlnHlng U.5. DEPARTMENT OF LABOR

Denarius

Public Sector
Compensation

Comnsultimg

Total Rewards in |8k secier
wuwwe”?  (GOvErnment

P ol Bt A it

Compensation costs for state and local government workers increased 1.5
percent for the 12-month period ending March 2012.
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Driven




Performance Based Pay

2013
100 | 130 | 185 415
MIN- | 1/4- | MID- | 3/4- 1/4- | MID- | 3/4-
PERFORMANCE 1/4 | MID | 3/4 | MAX MID | 3/4 | MAX
Exceptional 6.50% [6.00%[5.50%|5.00% 5%
Exceeds 5.00% |4.50%4.00%|3.50% 20%
WAGE INCREASE
Achieves 3.50% 3.00%[2.50%2.00% 70% WEIGHTED AVE.
Learner or Corrective
Action 0.00%[0.00%]0.00%0.00% 5% 2.73%

100% total needs to equal 100%

CROW WING COUNTY

EXCELLEI\JCE

By you. For you.



Average Annual Premiums for Single and Family Coverage, 1999-

2011

1999 22190 $5,791 m Single Coverage
2000 $2,471* $6,438* B Family Coverage
2001 22,589 $7,061%
2002 — $8,003* ..
2003 3,383- <0« Market Competitive
2004 e $9,950% Benefits
2005 32,024 $10,880%
2006 22,282 $11,480%
2007 aRZb $12,106
2008 i $12,680%
2009 At $13,375%
2010 S $13,770%
2011 R $15,073%

$|0 $2,600 $4,|000 $6,|000 $8,|000 $10,|,000 $12,|,000 $14,|,000 $16,|,000

* Estimate is statistically different from estimate for the previous year shown (p<.05). ﬂﬁ D HR
vy T 1

Source: Kaiser/HRET Survey of Employer-Sponsored Health Benefits, 1999-2011.

FAMILY

HEALTH RESEARCH &
EDUCATIONAL TRUST

FOUNDATION



Average Annual Worker Premium Contributions Paid by Covered Workers
for Single and Family Coverage, 1999-2011

$4,500 -
$3,007* $4,129
$4,000 -
$3,500 - $3,281* $3,354
$2,973%
$3,000 - $2,661% $2,713
$2,500 - $2,412%*
$2,000 -
$1,543 $1,619
$1,500 -
$899% $921
$466* $508 $558 $610 $6-2,7,_,$_-l——il”./k_—.
sso0 | s we s MOT TR S
$0 T T T T T T T T T T T T 1
1999 2000 2001 2002 2003 2004 2005 2006 2007 2008 2009 2010 2011
—=—Single Coverage ——Family Coverage
*Estimate is statistically different from estimate for the previous year shown (p<.05). w AND- HRET

HEALTH RESEARCH &
EDUCATIONAL TRUST

Source: Kaiser/HRET Survey of Employer-Sponsored Health Benefits, 1999-2011. FAMILY

FOUNDATION



HR Strategy: Market Competitive \Wages
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FORMANCE
RATES

AUM PAY RATES
ONGEVITY PAY

How Much by When?
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HR Strategy: Market Competitive Benefits

e Lifedlnsurance
Disabili -

dimbursement
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EXCELLEI\JCE

By you. For you.



Market Based Pay and Benefits

e Cap Retiree Benefits

e Eliminate High Cost Health Plans

e Transition to PTO

e Add STD and Dental

e S/F Transition ]
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EXCELLENCE

Yo, For you.



Performance and Productivity

e Service Integration

e Balanced Scorecard

e Lean Process

e Employee Development

e Performance Based pay ]

CCCCCCCCCCCCCC

EXCELLENCE

Yo, For you.



Getting There

e The Negotiating Team

0 WE CET THERE 2o

e Contract Review
e Market Data
 Board Engagement

CROW WING COUNTY

EXCELLENCE

By you. For you.



Getting There

 Proposal Development
e Communication Strategy
e Contingency Planning

CROW WING COUNTY

EXCELLENCE

By you. For you.



Negotiating the Agreement

The National Bestseller

Second Edition with

Answers toTen Questions People Ask

GETTINGTO * Key message
* Priorities
e Mediator

Negotiating Agreement

Without Giving In
Roger Fisher, William U
X BruccPation

-

EXCELLENCE /Y
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Total Rewards: more to come. . . ..

* Recognition
— Performance Based Pay
— Service Awards
— Excellence Awards

 \Work-Life Programs
— DRIVE

-

CROW WING COUNTY

EXCELLENCE

By you. For you.



Closing Thoughts

e GettheRight
People on the Bus

e Confront the
Brutal Facts

e Be Disciplined

e Be Courageous

e Expect Greatness

e Reward Results

By you. For you.




Tamra Laska Timothy J. Houle

Human Resource Director County Administrator
218-824-1019 218-822-7019
Tamra.Laska@crowwing.us Tim.Houle@crowwing.us

r


mailto:Tamra.Laska@crowwing.mn.us
mailto:Tim.Houle@crowwing.us
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