
The Courage to Change: A vision for 
Uncompromising Service and Performance 



The Journey . . . 

 
• Vision 
• Strategy 
• Culture 
• Human Resources 

 



Share the Vision:  The policy 
makers perspective . . . . . .  
 

 
 
 

Better Service 
 Lower Cost 



Develop the Strategy 
 
 

1. Service Excellence 
2. Operational Excellence 
3. Product Excellence 





Add Performance 
Tools 

 

•Balanced Scorecard 
•Lean 
•Annual Report 
 



Build Your Strategy Map 

7 



Analyze Your Metrics 



Analyze Your 
Metrics 



Transform Through Lean 

10 



Engage Your Customer 

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

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

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

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



Market Your Performance 

12 



Define Your  
Culture 



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

14 



Engaged Employees 

15 



Community 
Engagement 

Services 
Processes 

Engaged 
Employees 

Mission / Vision 
Values 

ROI Quality / Balanced 
Leadership 

Culture of Trust 

Team 
Effectiveness 

Getting There:  The Service Value Wheel 
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Alignment: The Performance Pyramid 
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Vision 

Mission 

CWC Strategic 
Objectives 

Department Goals 

Individual Accountabilities 



Human Resource 
Strategy 
 
Strategically 
Aligned 
 
Market 
Competitive  
 
Performance 
Driven 
 



Strategically  Aligned 
 
– Quality Balanced Leadership  
– Engaged Employees 
– Customer Centric  
– Market Competitive  

 

 
 
 





Quality Balanced 
Leadership 
 
•Understanding Self 
and Others 
 

•Employee 
Engagement 
 

•Performance              
Measures 
 

•Competencies 
 

•Performance 
Planning 
 

•Performance 
Management 
 
 
 



Engaged Employees All-Staff 
Meetings 
 
Surveys 
 
Score Cards 
 
Lean 
 
Performance 
Plans 
 
DRIVE 
 
Recognition 
 



Customer Centric 

Customer 
Service 
Stories 
 
Customer 
Service  
Scorecard 
 
Customer 
Service 
Competency 
 
 



Market Competitive Wages 

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



HR Strategy:   
Market Competitive Wages 

Performance 
Driven 



2013  

PERFORMANCE 

                      
100  

              
130  

              
185                415  

MIN-
1/4 

1/4-
MID 

MID-
3/4 

3/4-
MAX 

1/4-
MID 

MID-
3/4 

3/4-
MAX 

Exceptional 6.50% 6.00% 5.50% 5.00% 5% 

Exceeds 5.00% 4.50% 4.00% 3.50% 20% 

Achieves 3.50% 3.00% 2.50% 2.00% 70% 
WAGE INCREASE 
WEIGHTED AVE. 

Learner or Corrective 
Action 0.00% 0.00% 0.00% 0.00% 5% 2.73% 

100%   total needs to equal 100% 

Performance Based Pay 



Average Annual Premiums for Single and Family Coverage, 1999-
2011 

* Estimate is statistically different from estimate for the previous year shown (p<.05). 

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

Market Competitive 
 Benefits 



  
Average Annual Worker Premium Contributions Paid by Covered Workers 

for Single and Family Coverage, 1999-2011 

*Estimate is statistically different from estimate for the previous year shown (p<.05). 

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



HR Strategy:  Market Competitive Wages 

 
• PAY STRUCTURE 

– ELIMINATE STEPS 
– ELIMINATE COLAS  
– IMPLEMENT PAY FOR PERFORMANCE 
– REDUCE MINIMUM PAY RATES 
– INCREASE MAXIMUM PAY RATES 
– ADDRESS LONGEVITY PAY 
 
 
 
How Much by When? 



HR Strategy:  Market Competitive Benefits 

– Benefit Programs 
• Vacation/Sick Leave 
• Health / Dental 
• Retiree Benefits 
• Life Insurance 
• Disability Insurance 
• Tuition Reimbursement  



Market Based Pay and Benefits 

2005 • Cap Retiree Benefits 

2008 • Eliminate High Cost Health Plans 

2008 • Transition to PTO 

2008 •Add STD and Dental 

2012 • S/F Transition 



Performance and Productivity 

2009 • Service Integration 

2010 •Balanced Scorecard 

2011 • Lean Process 

2011 •Employee Development 

2012 •Performance Based pay 



Getting There 

• The Negotiating Team 
• Contract Review 
• Market Data 
• Board Engagement 



Getting There 

• Proposal Development 
• Communication Strategy 
• Contingency Planning 



Negotiating the Agreement 

 

• Key message 
• Priorities 
• Mediator 

 



Total Rewards: more to come . . . . 

• Recognition  
– Performance Based Pay 
– Service Awards 
– Excellence Awards 

• Work-Life Programs 
– DRIVE 



Closing Thoughts 

• Get the Right  
 People on the Bus 
• Confront the  
 Brutal Facts 
• Be Disciplined  
• Be Courageous 
• Expect Greatness 
• Reward Results 

 



Contact Information 

 
 

Tamra Laska 
Human Resource Director 
218-824-1019 
Tamra.Laska@crowwing.us 
  
  
  
  

 
Timothy J. Houle 
County Administrator 
218-822-7019 
Tim.Houle@crowwing.us 
  
 

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