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ORG				 Description				 Budget				
2510	 Financial Services & Administration	 $1,689,653	
2520	 Data Center Operations & Technical Support	 $2,852,546	
2530	 Land Records Division	 $1,943,695	
2540	 Justice & Social Services Division	 $1,942,553	
2550	 Microcomputer/Network Division	 $2,206,706	
2560	 Radio Services	 $1,167,535	
2570	 Telecommunications	 $501,178	
2580	 GIS Application Development	 $954,193	
Total	  	 $13,258,059	
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Effective & Efficient Government 
Corporate Outcome Increased Service Value  

Departmental Outcome Increased IST Service Value 

Strategies: Align IST services according to Corporate Scorecard and priorities established by 
Information Technology Executive Council (ITEC) 

Programs/Services • N/A 
Measures: 

• Output 
• Outcome 

• IST Customer Survey (specific questions) 
• Negotiate Service Level Agreements for all customers and services  
• Complete work requests "on time" (as negotiated) 

Rationale(s): • {list} 
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Corporate Outcome Improved Communication & Information Management  

Departmental Outcome Improved communication and access to information by internal customers 

Strategies: S1:  To provide accurate, consistent, and timely information to internal customers, 
business partners, and/or department employees 
S2:  To ensure information is readily accessible by staff to do their job 

Programs/Services N/A 

Measures: 
 

• Internal Customer Satisfaction rating: Effective Communication 
• Department Employee Satisfaction rating: Effective Communication (Countywide 

survey)    
• Department Employee Satisfaction rating: Accessibility to Information to Do Job 

(Countywide survey) 
• Publish IST's Annual Report and Plan 
• Implement a formal Communication Plan 

Rationale(s): 
 

• One of the best ways to determine how well communication is being conveyed to 
internal customers, business partners, and employees is by soliciting their 
feedback. 

• One of the best ways to determine if information is readily accessible to staff to 
do their job is by asking them. 
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Corporate Outcome Improved Productivity  

Departmental Outcome Continuously improve IST's productivity 

Strategies: S1:  To map business flows for key IST processes and implement at least one process 
improvement for each IST business unit, to include program and/or service delivery as 
well as data collection and information management methods 
S2:  To use technology where appropriate to streamline and/or eliminate IST processes 
S3:  To seek and develop partnership and IST outsourcing opportunities that increase 
the efficiency and effectiveness of service delivery (where applicable) 
S4:  Improve customer productivity through the use of technology 

Programs/Services N/A 
Measures: • Percentage of IST business units establishing productivity goals  

• Implementation of at least one process improvement per IST business unit 
• Percentage of calls resolved by Help Desk without escalation 
• Reduction in operating costs per capita, while maintaining services and customer 

satisfaction 
Rationale(s): 
 

• Tracking the efficiency of key business processes is a widely used for method 
improving productivity 

• It is difficult to identify a global performance measure for quantifying the 
efficiency (efficiencies) gained through integrating technology in a business 
process.  In lieu of this, a consistent approach for tracking the impact is by noting 
the technological enhancements and expounding on how it improved productivity. 

• It is difficult to identify a global performance measure for tracking the efficiency 
of partnerships and outsourcings.  In lieu of this, a consistent approach for 
tracking the impact is by identifying the partnership or outsourcing, noting the 
impact to service delivery and providing data to substantiate the improved 
efficiency. 

 
Corporate Outcome Preserved Financial Stability & Maintain Organizational Integrity  

Departmental Outcome Preserved IT Financial Stability & Maintain Organizational Integrity 

Strategies: To responsibly and accurately manage the department’s operating and capital budgets 
by expending funds within approved budget, meeting revenue attainment goals, 
competitively bidding for products and services, reducing costs through continuous 
improvements, and following all statutory county requirements 

Programs/Services N/A 
Measures: • Enumeration of contract dollars saved via renegotiating & bidding existing 

services  
• IST costs as compared to industry costs 
• Provide effective Information Security by preventing viruses, reducing junk E-

mail, and minimizing security incidents  
Rationale(s): 
 

• Expenses (demands in services) are strongly correlated with the economy and 
associated cost drivers for program and service delivery including growing 
population or customer-base. 

• Through renegotiating and bidding for existing services, businesses and 
organizations are able to ensure that a contract vendor’s associated costs are at (or 
below) market for comparable services. 

• The ability to revert money to the general fund is an indicator of being a good 
steward of County dollars as well as demonstrating support for the collective 
achievement of goals. 
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Corporate Outcome Reduced or Avoided Costs Through Partnerships  

Departmental Outcome Reduced Annual Costs through Partnerships 

Strategies: To develop and enhance funding and service partnerships including cost-effective 
outsourcing opportunities 

Programs/Services • Share services through partnerships including mainframe and radio services to the 
City of Charlotte  

Measures: • Dollars saved through partnerships (snapshot data) 

Rationale(s): 
 

• The measure tracks the monetary savings realized though partnerships and 
outsourcings. 

 

Corporate Outcome Improved Funding/Resource Allocation Decisions  

Departmental Outcome Improved County-wide IT Funding/Resource Allocation Decisions 

Strategies: S1:  To continuously evaluate the efficacy and value of existing programs and services 
delivered by IST department 
S2:  Review Countywide IT services and optimize IT organization for efficient and 
effective service delivery  

Programs/Services • IT Steering Committee 
Measures: 

• Output 
• Outcome 

• Percentage of IST's controllable scorecard results achieved 
• Complete the IT reorganization/recentralization 
• % IT project costs (aggregate) approved by Steering Committee 
• % approved projects that achieve at least 80% of stated objectives 

Rationale(s): • If we fund successful programs aligned with the Balanced Scorecard, we should 
achieve our desired results. 
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Corporate Outcome Increased Employee Motivation & Satisfaction  

Departmental Outcome Increased IST Employee Motivation & Satisfaction 

Strategies: S1:  To recognize and reward exemplary individual and team performance  
S2:  To create an environment where employee innovations and process improvements 
are valued 
S3:  To offer opportunities for broadening areas of accountability 
S4:  To promote an open and quality work environment 

Programs/Services N/A 
Measures: • Department Employee Perception Rating: Recognition & Rewards (from annual 

Countywide Climate Survey) 
 

Supplemental Data from HR 
 

� Number of Quality Achievement Awards (monetary and non-monetary) 
 

• Department Employee Perception Rating: Value of Innovative Ideas & Process 
Improvement Recommendations (from annual Countywide Climate Survey) 

• Department Employee Perception Rating: Job Enhancement Opportunities  (from 
annual Countywide Climate Survey) 

 

Supplemental Data from HR 
� Number of Vacancies Filled as Promotions 
� Number of Vacancies Filled with In-Band Adjustments 
� Percentage of Reclassifications to Higher Pay Bands 
� Percentage of Reclassifications with In-Band Adjustments 

 
• Department Employee Perception Rating: Qualtiy Work Environment  (from 

annual county-wide Climate Survey) 
Rationale(s): 
 

• Employee perceptions of recognition opportunities, value of employee input for 
program or service delivery improvements, job growth opportunities, and office 
work environment are strongly correlated to employee motivation and satisfaction 
(Countywide survey). 

• Supplemental data serves to validate employee perceptions. 
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Corporate Outcome Enhanced Workforce Retention & Recruitment  

Departmental Outcome Enhanced IST Staff Retention & Recruitment 

Strategies: S1:  To offer flexible work schedules/options 
S2:  To regularly review job questionnaires and work plans 
S3:  To recruit qualified persons for jobs within a timely fashion 
S4:  To recruit and maintain a diverse workforce 
S5:  To retain successfully performing employees 

Programs/Services N/A 
Measures: • Department Employee Perception Rating: Flexible Work Schedules/Options (from 

annual Countywide Climate Survey) 
• Percentage of New Hires Retained for 2 Years  (fiscal year) from  HR 
• Department Workforce Diversity Profile (calendar year) from  HR 
• Department Turnover Rate of Successful Performing Employees with 2+ 

Years of Service from  HR 
 

Rationale(s): 
 

• Employee perception of work life balance opportunities is strongly correlated to 
retention and recruitment. (Countywide survey) 

• Employees know if their job questionnaire/description accurately reflects their 
assigned duties.  (Countywide survey) 

• An industry norm for determining if organization has successfully recruited the 
right person for a job is its ability to retain employees for at least 2 years.  (HR 
report) 

• Comparing organizational demographics to community and/or industry 
representation is a commonly used method for tracking workforce diversity. (HR 
report) 

• Turnover is business standard for tracking retention rates. (HR report) 
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Corporate Outcome Increased Employee Knowledge Skills & Abilities  

Departmental Outcome Fully Qualified Employees 

Strategies: Countywide 
S1:  To provide high quality, cost effective PC training for County employees 
S2:  Provide online guidebook on County* policies and procedures for web page 
design and layout 

 
IST-internal 
S3:  To invest in learning and growth opportunities, including supporting employee 
participation in degree-accredited continuing education classes 

Programs/Services • Enterprise Microcomputer Training Program 
• Various Technical Certification Training Programs 

Measures: 
• Output 
• Outcome 

County-wide 
• Number of Student’s trained (student days)  
• Training Survey Results 
 
IST-internal 
• Percentage of IST employees self-reported participating in training (Countywide 

survey) 
• Average training days per employee 
• Percentage of IST employees self-reporting training helped them in their jobs 

(Countywide survey) 
Rationale(s): • The infrastructure is not in place to capture management’s optimal performance 

measures.  Hence, an intermediate measure of soliciting employee feedback on 
participation in training opportunities within a given year has been established.  
The measure will include professional in-house training classes, computer classes, 
Power of Learning sessions, and professional conferences and seminars 

• The optimal measures are to be systematically tracked.  With full integration of 
the new Human Resource Information System, this goal can be realized.   

 

The average number of training hours per employee is an industry norm for 
tracking an organization’s commitment to increasing employee knowledge. 
 

Many organizations establish core competencies for positions and track the 
percentage of employees who exceed the minimal requirements and advance their 
skills. 

 



����	��	��� ��� � 
���� ���� � �� 
�� � � � � 	 � 
���� 	 � �� � � ��������

Corporate Outcome Improved Technology-Related Capacities  

Departmental Outcome Development of policies, standards and the technological architecture within 
Mecklenburg County government 

Strategies: Countywide 
S1:  Procure, develop, implement, and support applications for County* departments 
according to plans 
S2:  Guide departments in identifying effective and efficient technologies to do their 
jobs 
S3:  Support existing infrastructure and introduce new technologies in support of 
County* department 
S4:  Plan, implement, and monitor Information Security solutions to safeguard County 
data and minimum unauthorized access, viruses, or security beaches 
 
IST-Internal 
S5:  To strategically replace outdated equipment, machinery, hardware and software 
S6:  To ensure employees have the right tools to effectively do their jobs 

Programs/Services S1 – applications 
• Desktop 
• Government Applications 
• E-mail (application) 
S2 - consulting 
• Automation consulting 
S3 - infrastructure 

• Data center 
• Data management 
• Local Area Network 
• Telecommunications/Radio 
• Web infrastructure 
• E-mail (infrastructure) 

S4 - safeguard data 
• Data security 
• Disaster recovery  

Measures: 
• Output 
• Outcome 

• Technology index for infrastructure 
• Technology index for applications 
• Percentage of Equipment within Industry/County-Defined Lifespan 

Department Employee Perception Rating:  Availability of Technological 
Resources (Countywide survey) 

• Achieve percentage of tasks from IST's FY04 Work Plan  
Rationale(s): • The measure is a widely used norm for tracking investments in technology. 

• Employees know whether or not they have the appropriate tools to do their jobs 
effectively. 
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