
June 20, 2023

Budget Workshop
2023/24 – 2024/25



Agenda

• Financial Trends for Efficient & Effective 
Government

• Efficient & Effective Government Goals
– Culture (Great place to work)
– Line of Sight
– Continuous Improvement
– Resiliency
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To manage fiscally sound county operations 
with a culture of transparency, accountability, 
citizen engagement and innovation.

Efficient & Effective 
Government



Financial Trends



Efficient & Effective Government

Budget & Admin. Services
Fiscal
Information Technology
Real Estate
Purchasing
Records Management
Fleet
Risk Management

Administration

County Attorney

Human Resources
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Where does the money go?
Strategic Focus Area – Proportional Expenditures
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Where does the money go?
Efficient & Effective Government Proportional to All Expenditures
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Where does the money come from?
Efficient & Effective Government Revenue Sources
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BCC General Fund Revenue
78.92%

State and Federal
0.02%

Charges for Services
19.26%

Misc. Revenues
1.80%

Funding Source Dollar Amount 
BCC General Fund Revenue 16.9 Million
Charges for Services 4.1 Million
Misc. Revenues .4 Million
State and Federal 4.1 k



Historical Trend
Total Expenditures by Department
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Historical Trend
Total FTE by Department
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County Comparison
$ Spent Per Capita on General Government
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County Comparison
FTE Per 1,000 for General Government
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VISION VALUESMISSION

STRATEGIC FOCUS AREAS

Public Services Economic & Community 
Development

Efficient & Effective 
Government

Infrastructure

Bold Goals

Strategic Initiatives

Results / Measures
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Efficient & Effective Government
Revised Goals

• Ensure Culture as “Great Place to Work” 
• Line of Sight
• Ensure Culture of continuous improvement
• Strengthening the resiliency of the 

organization and community
14



“Great Place to Work”
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Great Place to Work
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• Employee Recognition
• Employee Appreciation
• Education and investment in employee’s future
• Culture of belonging
• Flexible benefits aimed at meeting the needs of a 

varied workforce 



Employee 
Recognition
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Employee 
Appreciation

19



Line of Sight
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Increasing Line of Sight

Line of sight means that employees can see the 
connection between their goals and the  
organization's goals. The benefits are many – to 
ensure that employee's best efforts are helping 
achieve the organization's goals, as well as to help 
them know that the work they're doing matters.

21



22

Increasing Line of Sight

• Orientation
• Line of Sight Boards
• Educational programs
• Teambuilders and focus on departmental culture
• Consistent messaging



Increasing 
Line of Sight
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Continuous Improvement
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Continuous Improvement
• Encourage innovation and out of the box thinking
• Develop a desire to always want to do better
• Research and seek out best practices and new 

technology
• 38 NACo Achievement Awards
• Top 10 in the Digital Counties Survey for 

communities of our size

25



Strengthening the resiliency of 
the organization and community
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Resiliency
The ability of an organization to absorb and adapt to a rapidly changing environment. (To 
enable it to deliver its objective and to survive and prosper)

– Emphasis on strategic planning and implementing those plans
– Fiscal stabilization
– Optimizing the organization
– Definition of levels of service/maintenance
– Agile leadership and workforce – ability to quickly adapt
– Leaders in resiliency to changing climate threats
– Make tough decisions to mitigate future risks
– Supporting the wellbeing and development of our workforce



Employee Health Center



Appointment Breakdown Trend
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Unique Patient Participation
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Health Plan ER Visits
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Patient Admissions

0

20

40

60

80

100

120

2009 2010 2011 2012 2013 2014 2015 2016 2017 2018 2019 2020 2021 2022

Admissions/1000 Members



33

Health Plan Gross Medical Costs
Medical Claims
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Projected Savings
Cost per employee per month
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 Charlotte 	2011	2012	2013	2014	2015	2016	2017	2018	2019	2020	2021	2022	1454.361498496035	1501.351368159204	1440.9160544217686	1519.4471432332805	1583.9532795928278	1582.9520291995186	1585.8864814814815	1534.2368070685063	1664.3492286115006	1671.2066897347174	1752.9101606698348	1847.237884963768	National	2011	2012	2013	2014	2015	2016	2017	2018	2019	2020	2021	2022	1454.361498496035	1577.9822258681979	1696.3308928083127	1806.5924008408529	1929.4406840980309	2049.0660065121087	2161.7646368702744	2284.9852211718799	2415.2293787786771	2560.143141505398	2662.548867165614	2769.0508218522386	State	2011	2012	2013	2014	2015	2016	2017	2018	2019	2020	2021	2022	1454.361498496035	1596.8889253486466	1750.1902621821168	1912.9579565650536	2090.8630465256033	2285.3133098524845	2493.2768210490603	2707.6986276592797	2940.5607096379781	3116.9943522162571	3304.0140133492328	3502.2548541501869	









Health

						EDEN										Projected						Projected		Cummulative		National		State		Actual		Projected		Cummulative				Contracts

				Premium		Cost				National
Trend		State
Trend		Adjustments		Claims		Health Center		Total		Savings
National		Savings
National		Trend		Trend		Trend		Savings
State		Savings
State												County- wide
Actuals		% of
County-wide

		2006				14,160,144		14,160,144		14,160,144		14,160,144				14,160,144				14,160,144		- 0		- 0																						489,963,788		2.89%

		2007				14,861,396		15,292,956		14,861,396		14,861,396				14,861,396				14,861,396		- 0		- 0		4.95%		4.95%		4.95%																526,614,290		2.82%

		2008				18,366,907		16,516,392		18,366,907		18,366,907				18,366,907				18,366,907		- 0		- 0		23.59%		23.59%		23.59%																675,186,741		2.72%

		2009		14,764,573		17,102,668		17,837,703		20,056,662		20,350,533				17,102,668		557,989		17,660,657		2,396,005		2,396,005		9.20%		10.80%		-3.85%		2,689,876		2,689,876												565,446,524		3.12%

		2010		15,807,851		18,834,431		19,264,720		21,861,762		22,629,793				18,834,431		1,085,952		19,920,383		1,941,379		4,337,385		9.00%		11.20%		12.80%		2,709,410		5,399,286												459,601,226		4.33%

		2011		17,783,516		21,442,888		20,805,897		23,829,321		25,300,108		(1,400,000)		20,042,888		1,231,512		21,274,400		2,554,921		6,892,305		9.00%		11.80%		6.80%		4,025,708		9,424,994												456,000,237		4.67%

		2012		18,112,105		18,418,501		22,470,369		25,854,813		27,779,519		1,400,000		19,818,501		1,909,056		21,727,557		4,127,256		11,019,561		8.50%		9.80%		2.13%		6,051,962		15,476,956												435,398,590		4.99%

		2013				18,565,295		24,267,998		27,793,924		30,446,353				18,565,295		2,616,171		21,181,466		6,612,458		17,632,019		7.50%		9.60%		-2.51%		9,264,887		24,741,842												432,762,004		4.89%

		2014				20,496,884		26,209,438		29,600,529		33,277,863				20,496,884		2,586,557		23,083,441		6,517,088		24,149,107		6.50%		9.30%		8.98%		10,194,422		34,936,265				1266		18,233						452,262,959		5.10%

		2015						28,306,193		31,613,365		36,372,705				22,069,904		2,620,759		24,690,664		6,922,701		31,071,808		6.80%		9.30%		6.96%		11,682,041		46,618,305				1295		19,066		4.57%		-2.23%		486,078,700		5.08%		0.16%

		2016								33,573,394		39,755,366				22,325,246		2,672,732		24,997,978		8,575,415		39,647,223		6.20%		9.30%		1.24%		14,757,388		61,375,693				1316		18,995		-0.37%		-6.57%		515,308,280		4.85%		-4.96%

		2017								35,419,930		43,373,105				22,920,471		2,770,890		25,691,361		9,728,569		49,375,792		5.50%		9.10%		2.77%		17,681,744		79,057,437				1344		19,116		0.63%		-4.87%				ERROR:#DIV/0!		-2.73%

		2018								37,438,866		47,103,192				22,757,668		2,594,061		25,351,729		12,087,137		61,462,929		5.70%		8.60%		-1.32%		21,751,463		100,808,899				1370		18,505		-3.19%		-8.89%				ERROR:#DIV/0!		-7.02%

		2019								39,572,882		51,154,066				25,743,001		2,737,343		28,480,344		11,092,538		72,555,467		5.70%		8.60%		12.34%		22,673,722		123,482,621				1426		19,972		7.93%		2.23%				ERROR:#DIV/0!		6.64%

		2020								41,947,254		54,223,310				25,978,880		2,999,844		28,978,724		12,968,530		85,523,997		6.00%		6.00%		1.75%		25,244,586		148,727,207				1445		20,054		0.41%		-5.59%

		2021								43,625,145		57,476,709				27,784,878		3,199,562		30,984,440		12,640,705		98,164,702		4.00%		6.00%		6.92%		26,492,269		175,219,476				1512		20,492		2.18%		-1.82%

		2022								45,370,150		60,925,311				29,240,749		3,388,861		32,629,610		12,740,540		110,905,242		4.00%		6.00%		5.31%		28,295,701		203,515,177				1513		21,566		5.24%		1.24%
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State
Trend	2007	2008	2009	2010	2011	2012	2013	2014	2015	2016	2017	2018	2019	2020	2021	2022	14861396	18366907	20350532.956	22629792.647072002	25300108.179426495	27779518.781010292	30446352.583987284	33277863.374298099	36372704.668107823	39755366.202241845	43373104.526645854	47103191.515937403	51154065.986308023	54223309.945486508	57476708.542215705	60925311.054748647	National
Trend	2007	2008	2009	2010	2011	2012	2013	2014	2015	2016	2017	2018	2019	2020	2021	2022	14861396	18366907	20056662.444000002	21861762.063960005	23829320.649716407	25854812.9049423	27793923.872812971	29600528.924545813	31613364.891414929	33573393.514682658	35419930.157990202	37438866.176995642	39572881.549084395	41947254.442029461	43625144.619710639	45370150.404499069	Actual Cost	2007	2008	2009	2010	2011	2012	2013	2014	2015	2016	2017	2018	2019	2020	2021	2022	14861396	18366907	17660657	19920383	21274400	21727557	21181466	23083441	24690663.722292997	24997978.4451188	25691361	25351729	28480344	28978724	30984440	32629610	
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																		National				Projected						Projected		Cummulative		National		Projected

				Premium		Health Center		Total						National Trend				Trend		Adjustments		Claims						Savings		Savings		Trend		Trend

		2005		11,493,922				11,493,922						11,493,922

		2006		11,898,782				11,898,782		3.5%				11,898,782		11,898,782		11,898,782				11,898,782						- 0		- 0

		2007		12,685,289				12,685,289		6.6%		9.0%		12,685,289		12,850,685		12,685,289				12,685,289						- 0		- 0		6.61%		6.61%

		2008		14,764,573				14,764,573		16.4%		8.0%		14,764,573		13,878,739		14,764,573				14,764,573						- 0		- 0		16.39%		16.39%

		2009		15,807,851		557,989		16,365,840		10.8%		8.0%		16,365,840		14,989,038		15,945,739				16,365,840						(420,101)		(420,101)		8.00%		10.85%

		2010		15,161,333		1,085,952		16,247,285		-0.7%		12.0%		18,329,741		16,188,162		17,221,398				18,329,741						974,113		554,011		8.00%		-0.72%

		2011		17,783,516		1,231,512		19,015,028		17.0%		12.0%		20,529,310		17,483,214		18,599,110		(1,400,000)		19,129,310						(415,918)		138,093		8.00%		17.04%

		2012		18,112,105		1,909,056		20,021,161		5.3%		7.4%		22,048,479		18,881,872		20,087,039		1,400,000		23,448,479						65,878		203,971		8.00%		5.29%

		2013		18,274,044		2,370,461		20,644,506		3.1%		8.0%		23,812,357		20,392,421		21,694,002				18,953,822						1,049,496		1,253,467		8.00%		3.11%

		2014		18,274,044		2,441,575		20,715,619		0.3%		8.0%		25,717,345		22,023,815		23,429,522				18,953,822						2,713,902		3,967,369		8.00%		0.34%

		2015		18,274,044		2,514,822		20,788,867		0.4%		8.0%		27,774,733		23,785,720		25,303,884				18,953,822						4,515,017		8,482,386		8.00%		0.35%

										8.1%































Total	2005	2006	2007	2008	2009	2010	2011	2012	2013	2014	2015	11493922	11898782	12685289	14764573	16365840	16247285.333333334	19015028	20021161	20644505.574952308	20715619.407931026	20788866.655899107	National Trend	11493922	11898782	12685289	14764573	16365840	18329740.800000001	20529309.696000002	22048478.613504004	23812356.902584326	25717345.454791073	27774733.09117436	

per Emp

						Charlotte		State		National		State		National						% Increase
Charlotte		% Increase
National 		Variance

		2008		1391		1,100.34		1,100.34		1,100.34

		2009		1305		1,127.76		1,127.76		1,127.76

		2010		1245		1,333.36		1,333.36		1,333.36

		2011		1219		1,454.36		1,454.36		1,454.36		- 0

		2012		1206		1,501.35		1,596.89		1,577.98		115,218		92,417		1,382,620		1,109,002

		2013		1225		1,440.92		1,750.19		1,696.33		378,861		312,883		4,546,331		3,754,598		-4.0%		7.5%		-11.5%

		2014		1266		1,519.45		1,912.96		1,806.59		498,185		363,526		5,978,216		4,362,311		5.5%		6.5%		-1.0%

		2015		1299		1,583.95		2,090.86		1,929.44		1,156,660		812,314		13,879,926		9,747,768		4.2%		6.8%		-2.6%

		2016		1316		1,582.95		2,285.31		2,049.07		2,080,968		1,425,720		24,971,615		17,108,640		-0.1%		6.2%		-6.3%

		2017		1350		1,585.89		2,493.28		2,161.76		3,305,945		2,203,156		39,671,339		26,437,866		0.2%		5.5%		-5.3%

		2018		1377		1,534.24		2,707.70		2,284.99		4,921,802		3,236,936		59,061,622		38,843,233		-3.3%		5.7%		-9.0%

		2019		1426		1,664.35		2,940.56		2,415.23		6,741,679		4,307,691		80,900,153		51,692,294		8.5%		5.7%		2.8%

		2020		1445		1,671.21		3,116.99		2,560.14		8,830,843		5,592,204		105,970,111		67,106,452		0.4%		6.0%		-5.6%

		2021		1473		1,752.91		3,304.01		2,662.55		11,115,619		6,932,102		133,387,422		83,185,226		4.9%		4.0%		0.9%

		2022		1472		1,847.24		3,502.25		2,769.05		13,551,804		8,289,011		162,621,642		99,468,130		5.4%		4.0%		1.4%

						230.29		1,366.80		863.81

						16.0%		94.0%		59.4%

						2.0%		9.4%		5.9%

						392.88

						27.0%

						2.3%



 Charlotte 	2011	2012	2013	2014	2015	2016	2017	2018	2019	2020	2021	2022	1454.361498496035	1501.351368159204	1440.9160544217686	1519.4471432332805	1583.9532795928278	1582.9520291995186	1585.8864814814815	1534.2368070685063	1664.3492286115006	1671.2066897347174	1752.9101606698348	1847.237884963768	National	2011	2012	2013	2014	2015	2016	2017	2018	2019	2020	2021	2022	1454.361498496035	1577.9822258681979	1696.3308928083127	1806.5924008408529	1929.4406840980309	2049.0660065121087	2161.7646368702744	2284.9852211718799	2415.2293787786771	2560.143141505398	2662.548867165614	2769.0508218522386	State	2011	2012	2013	2014	2015	2016	2017	2018	2019	2020	2021	2022	1454.361498496035	1596.8889253486466	1750.1902621821168	1912.9579565650536	2090.8630465256033	2285.3133098524845	2493.2768210490603	2707.6986276592797	2940.5607096379781	3116.9943522162571	3304.0140133492328	3502.2548541501869	









Month

		Jan-10		1,087,092		1,126,614

		Feb-10		1,111,996		1,134,125

		Mar-10		1,416,110		1,141,686

		Apr-10		1,621,462		1,149,297

		May-10		1,287,512		1,156,959

		Jun-10		1,343,453		1,164,672

		Jul-10		1,163,662		1,172,436

		Aug-10		1,187,058		1,180,253

		Sep-10		1,128,468		1,188,121

		Oct-10		1,178,414		1,196,042

		Nov-10		1,354,930		1,204,015

		Dec-10		1,171,075		1,212,042

		Jan-11		1,153,091		1,220,122

		Feb-11		1,074,137		1,228,257

		Mar-11		1,393,609		1,236,445

		Apr-11		1,261,221		1,244,688

		May-11		1,211,759		1,252,986

		Jun-11		1,270,693		1,261,339

		Jul-11		1,079,563		1,269,748

		Aug-11		1,237,920		1,278,213

		Sep-11		1,624,302		1,286,734

		Oct-11		1,462,264		1,295,313

		Nov-11		1,282,364		1,303,948

		Dec-11		1,476,708		1,312,641

		Jan-12		1,048,499		1,321,392

		Feb-12		1,282,778		1,330,201

		Mar-12		1,341,668		1,339,069

		Apr-12		1,045,569		1,347,996

		May-12		1,012,061		1,356,983

		Jun-12		1,223,913		1,366,030

		Jul-12		1,333,835		1,375,136

		Aug-12		1,253,985		1,384,304

		Sep-12		1,166,175		1,393,533
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		2007		848,386		848,386

		2008		678,876		865,354

		2009		552,789		882,661

		2010		294,827		900,314

		2011		267,412		918,320

		2012		134,455		936,687

		2013		137,144		955,420

		2014		139,887		974,529

		2015		142,685		994,019

		2016		145,538		1,013,900

		2017		148,449		1,034,178

		2018		151,418		1,054,861
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		2007		7,874

		2008		8,209		0.0425450851

		2009		8,703		0.0601778536

		2010		9,246		0.0623922785

		2011		10,034		0.0852260437

		2012		10,522		0.0486346422

		2013		11,188		0.0632959513



		 

		2008		18,366,907

		2009		17,315,392

		2010		19,791,487

		2011		21,274,400

		2012		21,727,557

		2013		21,181,466
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Dependents

				Employees		Dependents

		FY 07/08 		1643		1483		3126

		FY 08/09 		1543		1430		2973

		FY 09/10 		1344		1535		2879

		FY 10/11		1244		1526		2770

		FY 11/12		1238		1640		2878

		FY 12/13		1263		1735		2998

		FY 13/14		1259		1718		2977



Employees	FY 09/10 	FY 10/11	FY 11/12	FY 12/13	FY 13/14	1344	1244	1238	1263	1259	Dependents	FY 09/10 	FY 10/11	FY 11/12	FY 12/13	FY 13/14	1535	1526	1640	1735	1718	

2016

		Claims

				Medical		17,875,594				17,875,594

				Dental 		880,830												96340.75

				Vision		82,273												18102255



		Network / Administration

				Medical		2,101,845				2,101,845				814621		1259526

				Dental 		46,950										2074147

				Vision		17,118										27,698



		Health Care Reimbursement Accounts				606,525				606,525								847152		895000



		Health Center				2,672,732				2,672,732



		Other

				Life Insurance		237,393														1987928		1316		1510.5835866261

				Employee Assistance Program		21,404														1989438.58358663		1317		1510.5835866261

				ACA Implementation		95,907														1986417.41641337		1315		1510.5835866261

				Central / Indirect 		238,768														2009076.17021277		1330		1510.5835866261

				Operating Budget		118,711



						24,996,050		- 0		23,256,696				93.04%

						24,996,050

						22,323,318





Funding

												Board of County Commissioners (CTA & SOE)

		Employee Contributions		3,497,368		14%						Health EE		Health ER		Total

		Board of County Commissioner Departments		15,873,493		64%						2,792,140		15,873,493		18,665,633

		Constitutional Officers 		3,163,276		13%

		Retirees		925,562		4%

		Other Agencies		1,153,139		5%						All other Constitutionals (Clerk, Tax Collector, Property App, Peace River Water Authority & Airport Authority)



				24,612,839								705,229		4,316,416		5,021,644



				19,036,770								Combined

												Health EE		Health ER		Total

				399,344,841								3,497,368		20,189,909		23,687,277



				4.77%
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Medical cost trend over the years

Large fluctuations in medical cost trend have, for now, disappeared, but
healthcare continues to represent a large share of the US economy and a
large share of total employee compensation. A consistent growth rate between
5.5 percent and 7 percent s still unsustainably high

Medical cost trend fell for seven years
before stabilizing around 6 percent
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“Estimate is statistically different from estimate for the previous year shown (p < .05).
SOURCE: Kaiser/HRET Survey of Employer-Sponsored Health Benefits, 1999-2016
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Health Plan Employer Paid Rx Costs
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Specialty Drugs
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Rx Utilization Trends
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On-site Pharmacy

• Currently operating as a dispensary with the 
physician serving as the dispenser.

• Migrating to function as a “closed pharmacy” 
governed by the Board of Pharmacy which 
separates the roles of prescribing and 
dispensing

• “Soft opening” - Summer 2023
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On-site Pharmacy

• Expanded formulary – both generic and specialty 
drugs

• Intake process for electronic prescriptions to 
include those sent from outside providers

• Cost savings to County as usage shifted from Cigna 
to Health Center 

• Cost savings to employees as more Rx available
• Cost savings in reduced provider time
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On-site Pharmacy
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On-site Pharmacy
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On-site Pharmacy

42



On-site Pharmacy
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Wellness @ Work



VHP Participation Trend
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Employee	

2019	2020	2021	2022	601	328	591	605	Spouse	

2019	2020	2021	2022	231	197	220	225	
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				Employee		Spouse

		2018

		2019		601		231		832				1187

		2020		328		197		525				1127

		2021		591		220		811				1218

		2022		605		225		830				1243



Employee	

2019	2020	2021	2022	601	328	591	605	Spouse	

2019	2020	2021	2022	231	197	220	225	











Movement by Number of Risk Factors
Number of Chronic Diagnosis/Conditions Per Member
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Mental Health Services

• Dramatic Impacts
– COVID
– Inflation
– Hurricane Ian

• Mental Health Task Force
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Recommendations
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Recommendations

• Provide Mental Health Professional at the 
Employee Health Center

• Provide Manager Trainings in Mental Health
• Create a Mental Health Employee Resource 

Group



Munis Transition



Enterprise Resource Planning (ERP) System

Current System
– Tyler Eden
– Owned by The Clerk of the Court
– Implemented in 2004
– Software at end of life
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Enterprise Resource Planning (ERP) System
New System

– Tyler Munis
• Core Functions

– Financials
– Procurement
– Human Resources
– Payroll

• Streamline Business Processes
• Enhance Workflow
• Web-based Access
• Improved Transparency & Reporting
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Project Status
Completed

– Project Consultant on board
• Plante Moran

– Data Collection
– Project Consultant Interviewing

• Process Owners
• Department Directors & End Users

– Process Mapping
– Tyler Contract Executed
– Implementation Started
– Financial Modules

• Solution Orientation
• Current/Future State Analysis
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Currently Underway
– Steering Committee Meetings

• Clerk, BCC Staff & Consultants
– Purchasing/Human Capital Modules

• Underway as of January 2023
• Solution Orientation
• Current/Future State Analysis

– Financial Modules
• Process Refinement
• Workflow Mapping



Project Status
Next Steps
• Identify Key Integrations

– CityWorks, Accela, Banner, GIS, Microsoft BI
• Finalize Modules Configuration
• Finalize System Workflows
• User Testing/Training

Go Live
• Financials – April 2024
• Human Capital – June 2024
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Information Technology
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Functionality

SecurityStability



58

A Changing Picture

2010 2022
Applications 202 129
Virtual Servers 178 400+
Infrastructure Gear (switches, Firewalls, Wireless Access Points and routers) 307 857
IP Phone System (Callmanagers, Call Center, Voicemail and Emergency Responder) 9 16
Tablets 0 373
Smart Phones 25 405
Desktops 1011 434
Laptops 337 1009
Storage 65 TB 215 TB
Integrations 0 159


Sheet1



				2010		2022

		Applications		202		129

		Virtual Servers		178		400+

		Infrastructure Gear (switches, Firewalls, Wireless Access Points and routers)		307		857

		IP Phone System (Callmanagers, Call Center, Voicemail and Emergency Responder)		9		16

		Tablets		0		373

		Smart Phones		25		405

		Desktops		1011		434

		Laptops		337		1009

		Storage		65 TB		215 TB

		Integrations		0		159
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Network

Information 
Services

Client Services

GIS
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Network
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Storage & Servers
SCADA Cyber Security

Network Admin
Microsoft AdminTelecom



63

Constitutional Support
• Network Transport (Intra-County): BCC, PAO, TC, SoE, CCSO, Clerk
• Data Route/Switch/Wireless: BCC, PAO, TC, SoE, CCSO
• Internet Service: BCC, PAO, TC, SoE
• Voice over IP (Desk and Public area phones): BCC, PAO, TC, SoE, Clerk, CCSO, Justice 

Center
• Microsoft 365 (Email, Teams, OneDrive, Office): BCC, PAO, TC, SoE
• Server/Storage Infrastructure: BCC, PAO, SoE, CCSO (physically separate)
• CyberSecurity

– Firewalls, Network Monitor/Response: BCC, PAO, TC, SoE, CCSO
– Training/Anti-Phish Campaigns: BCC, PAO, TC
– Endpoint Protection and Response: BCC, PAO, TC, SoE



64

GIS
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Cityworks Plats / Developments

GIS Dev & Main
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Client Services
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Business Analysts

Computer Support Specialists
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Computer Support Specialists



Annual Service Requests
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Opened	2017	2018	2019	2020	2021	2022	7847	7224	7173	10032	9976	10662	Closed	2017	2018	2019	2020	2021	2022	7730	7281	7230	9900	10026	10564	
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		Applied filters:
Year is 2016, 2017, 2018, 2019, 2020, 2021, or 2022

		MonthYear		Sum of Opened		Sum of Closed		Sum of Difference		Sum of Total Open 

		Oct 16		682		680		2		212

		Nov 16		583		591		-8		204

		Dec 16		636		568		68		272

		Jan 17		713		737		-24		248

		Feb 17		587		644		-57		191

		Mar 17		768		759		9		200

		Apr 17		614		609		5		205

		May 17		673		677		-4		201

		Jun 17		666		681		-15		186

		Jul 17		645		593		52		238

		Aug 17		723		694		29		267

		Sep 17		557		497		60		327		2017		7847		7730		117		2751

		Oct 17		657		600		57		384		2018		7224		7281		-57		3931

		Nov 17		592		567		25		409		2019		7173		7230		-57		2782

		Dec 17		587		612		-25		384		2020		10032		9900		132		3245

		Jan 18		722		798		-76		308		2021		9976		10026		-50		3749

		Feb 18		600		554		46		354		2022		10662		10564		98		4798

		Mar 18		667		690		-23		331

		Apr 18		577		561		16		347

		May 18		597		624		-27		320

		Jun 18		540		593		-53		267

		Jul 18		582		531		51		318

		Aug 18		617		696		-79		239

		Sep 18		486		455		31		270

		Oct 18		644		680		-36		234

		Nov 18		570		532		38		272

		Dec 18		453		458		-5		267

		Jan 19		669		676		-7		260

		Feb 19		578		575		3		263

		Mar 19		538		591		-53		210

		Apr 19		578		560		18		228

		May 19		589		596		-7		221

		Jun 19		553		583		-30		191

		Jul 19		641		608		33		224

		Aug 19		650		675		-25		199

		Sep 19		710		696		14		213

		Oct 19		907		902		5		218

		Nov 19		644		657		-13		205

		Dec 19		640		623		17		222

		Jan 20		899		861		38		260

		Feb 20		686		676		10		270

		Mar 20		883		870		13		283

		Apr 20		1155		1168		-13		270

		May 20		722		713		9		279

		Jun 20		817		840		-23		256

		Jul 20		780		749		31		287

		Aug 20		966		903		63		350

		Sep 20		933		938		-5		345

		Oct 20		890		904		-14		331

		Nov 20		714		751		-37		294

		Dec 20		791		787		4		298

		Jan 21		804		778		26		324

		Feb 21		739		697		42		366

		Mar 21		880		912		-32		334

		Apr 21		800		832		-32		302

		May 21		774		754		20		322

		Jun 21		793		788		5		327

		Jul 21		838		911		-73		254

		Aug 21		1131		1083		48		302

		Sep 21		822		829		-7		295

		Oct 21		782		747		35		330

		Nov 21		774		774		0		330

		Dec 21		790		810		-20		310

		Jan 22		758		748		10		320

		Feb 22		837		786		51		371

		Mar 22		1178		1097		81		452

		Apr 22		1114		1121		-7		445

		May 22		917		954		-37		408

		Jun 22		1084		970		114		522

		Jul 22		925		965		-40		482

		Aug 22		995		1042		-47		435

		Sep 22		508		550		-42		393





Oct 16	Nov 16	Dec 16	Jan 17	Feb 17	Mar 17	Apr 17	May 17	Jun 17	Jul 17	Aug 17	Sep 17	Oct 17	Nov 17	Dec 17	Jan 18	Feb 18	Mar 18	Apr 18	May 18	Jun 18	Jul 18	Aug 18	Sep 18	Oct 18	Nov 18	Dec 18	Jan 19	Feb 19	Mar 19	Apr 19	May 19	Jun 19	Jul 19	Aug 19	Sep 19	Oct 19	Nov 19	Dec 19	Jan 20	Feb 20	Mar 20	Apr 20	May 20	Jun 20	Jul 20	Aug 20	Sep 20	Oct 20	Nov 20	Dec 20	Jan 21	Feb 21	Mar 21	Apr 21	May 21	Jun 21	Jul 21	Aug 21	Sep 21	Oct 21	Nov 21	Dec 21	Jan 22	Feb 22	Mar 22	Apr 22	May 22	Jun 22	Jul 22	Aug 22	Sep 22	682	583	636	713	587	768	614	673	666	645	723	557	657	592	587	722	600	667	577	597	540	582	617	486	644	570	453	669	578	538	578	589	553	641	650	710	907	644	640	899	686	883	1155	722	817	780	966	933	890	714	791	804	739	880	800	774	793	838	1131	822	782	774	790	758	837	1178	1114	917	1084	925	995	508	Oct 16	Nov 16	Dec 16	Jan 17	Feb 17	Mar 17	Apr 17	May 17	Jun 17	Jul 17	Aug 17	Sep 17	Oct 17	Nov 17	Dec 17	Jan 18	Feb 18	Mar 18	Apr 18	May 18	Jun 18	Jul 18	Aug 18	Sep 18	Oct 18	Nov 18	Dec 18	Jan 19	Feb 19	Mar 19	Apr 19	May 19	Jun 19	Jul 19	Aug 19	Sep 19	Oct 19	Nov 19	Dec 19	Jan 20	Feb 20	Mar 20	Apr 20	May 20	Jun 20	Jul 20	Aug 20	Sep 20	Oct 20	Nov 20	Dec 20	Jan 21	Feb 21	Mar 21	Apr 21	May 21	Jun 21	Jul 21	Aug 21	Sep 21	Oct 21	Nov 21	Dec 21	Jan 22	Feb 22	Mar 22	Apr 22	May 22	Jun 22	Jul 22	Aug 22	Sep 22	680	591	568	737	644	759	609	677	681	593	694	497	600	567	612	798	554	690	561	624	593	531	696	455	680	532	458	676	575	591	560	596	583	608	675	696	902	657	623	861	676	870	1168	713	840	749	903	938	904	751	787	778	697	912	832	754	788	911	1083	829	747	774	810	748	786	1097	1121	954	970	965	1042	550	
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Unresolved Tickets
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		Applied filters:
Year is 2016, 2017, 2018, 2019, 2020, 2021, or 2022

		MonthYear		Opened		Closed		Difference		Total Open 

		Oct 16		682		680		2		212

		Nov 16		583		591		-8		204

		Dec 16		636		568		68		272

		Jan 17		713		737		-24		248

		Feb 17		587		644		-57		191

		Mar 17		768		759		9		200

		Apr 17		614		609		5		205

		May 17		673		677		-4		201

		Jun 17		666		681		-15		186

		Jul 17		645		593		52		238

		Aug 17		723		694		29		267

		Sep 17		557		497		60		327		2017		7847		7730		117		2751

		Oct 17		657		600		57		384		2018		7224		7281		-57		3931

		Nov 17		592		567		25		409		2019		7173		7230		-57		2782

		Dec 17		587		612		-25		384		2020		10032		9900		132		3245

		Jan 18		722		798		-76		308		2021		9976		10026		-50		3749

		Feb 18		600		554		46		354		2022		10662		10564		98		4798

		Mar 18		667		690		-23		331

		Apr 18		577		561		16		347

		May 18		597		624		-27		320

		Jun 18		540		593		-53		267

		Jul 18		582		531		51		318

		Aug 18		617		696		-79		239

		Sep 18		486		455		31		270

		Oct 18		644		680		-36		234

		Nov 18		570		532		38		272

		Dec 18		453		458		-5		267

		Jan 19		669		676		-7		260

		Feb 19		578		575		3		263

		Mar 19		538		591		-53		210

		Apr 19		578		560		18		228

		May 19		589		596		-7		221

		Jun 19		553		583		-30		191

		Jul 19		641		608		33		224

		Aug 19		650		675		-25		199

		Sep 19		710		696		14		213

		Oct 19		907		902		5		218

		Nov 19		644		657		-13		205

		Dec 19		640		623		17		222

		Jan 20		899		861		38		260

		Feb 20		686		676		10		270

		Mar 20		883		870		13		283

		Apr 20		1155		1168		-13		270

		May 20		722		713		9		279

		Jun 20		817		840		-23		256

		Jul 20		780		749		31		287

		Aug 20		966		903		63		350

		Sep 20		933		938		-5		345

		Oct 20		890		904		-14		331

		Nov 20		714		751		-37		294

		Dec 20		791		787		4		298

		Jan 21		804		778		26		324

		Feb 21		739		697		42		366

		Mar 21		880		912		-32		334

		Apr 21		800		832		-32		302

		May 21		774		754		20		322

		Jun 21		793		788		5		327

		Jul 21		838		911		-73		254

		Aug 21		1131		1083		48		302

		Sep 21		822		829		-7		295

		Oct 21		782		747		35		330

		Nov 21		774		774		0		330

		Dec 21		790		810		-20		310

		Jan 22		758		748		10		320

		Feb 22		837		786		51		371

		Mar 22		1178		1097		81		452

		Apr 22		1114		1121		-7		445

		May 22		917		954		-37		408

		Jun 22		1084		970		114		522

		Jul 22		925		965		-40		482

		Aug 22		995		1042		-47		435

		Sep 22		508		550		-42		393

		Oct 22		1031		946		85		478

		Nov 22		827		847		-20		458

		Dec 22		821		816		5		463

		Jan 23		901		848		53		516

		Feb 23

		Mar 23

		Apr 23

		May 23

		Jun 23

		Jul 23

		Aug 23

		Sep 23

		Oct 23





Oct 16	Nov 16	Dec 16	Jan 17	Feb 17	Mar 17	Apr 17	May 17	Jun 17	Jul 17	Aug 17	Sep 17	Oct 17	Nov 17	Dec 17	Jan 18	Feb 18	Mar 18	Apr 18	May 18	Jun 18	Jul 18	Aug 18	Sep 18	Oct 18	Nov 18	Dec 18	Jan 19	Feb 19	Mar 19	Apr 19	May 19	Jun 19	Jul 19	Aug 19	Sep 19	Oct 19	Nov 19	Dec 19	Jan 20	Feb 20	Mar 20	Apr 20	May 20	Jun 20	Jul 20	Aug 20	Sep 20	Oct 20	Nov 20	Dec 20	Jan 21	Feb 21	Mar 21	Apr 21	May 21	Jun 21	Jul 21	Aug 21	Sep 21	Oct 21	Nov 21	Dec 21	Jan 22	Feb 22	Mar 22	Apr 22	May 22	Jun 22	Jul 22	Aug 22	Sep 22	Oct 22	Nov 22	Dec 22	Jan 23	Feb 23	Mar 23	Apr 23	May 23	Jun 23	Jul 23	Aug 23	Sep 23	Oct 23	682	583	636	713	587	768	614	673	666	645	723	557	657	592	587	722	600	667	577	597	540	582	617	486	644	570	453	669	578	538	578	589	553	641	650	710	907	644	640	899	686	883	1155	722	817	780	966	933	890	714	791	804	739	880	800	774	793	838	1131	822	782	774	790	758	837	1178	1114	917	1084	925	995	508	1031	827	821	901	Oct 16	Nov 16	Dec 16	Jan 17	Feb 17	Mar 17	Apr 17	May 17	Jun 17	Jul 17	Aug 17	Sep 17	Oct 17	Nov 17	Dec 17	Jan 18	Feb 18	Mar 18	Apr 18	May 18	Jun 18	Jul 18	Aug 18	Sep 18	Oct 18	Nov 18	Dec 18	Jan 19	Feb 19	Mar 19	Apr 19	May 19	Jun 19	Jul 19	Aug 19	Sep 19	Oct 19	Nov 19	Dec 19	Jan 20	Feb 20	Mar 20	Apr 20	May 20	Jun 20	Jul 20	Aug 20	Sep 20	Oct 20	Nov 20	Dec 20	Jan 21	Feb 21	Mar 21	Apr 21	May 21	Jun 21	Jul 21	Aug 21	Sep 21	Oct 21	Nov 21	Dec 21	Jan 22	Feb 22	Mar 22	Apr 22	May 22	Jun 22	Jul 22	Aug 22	Sep 22	Oct 22	Nov 22	Dec 22	Jan 23	Feb 23	Mar 23	Apr 23	May 23	Jun 23	Jul 23	Aug 23	Sep 23	Oct 23	680	591	568	737	644	759	609	677	681	593	694	497	600	567	612	798	554	690	561	624	593	531	696	455	680	532	458	676	575	591	560	596	583	608	675	696	902	657	623	861	676	870	1168	713	840	749	903	938	904	751	787	778	697	912	832	754	788	911	1083	829	747	774	810	748	786	1097	1121	954	970	965	1042	550	946	847	816	848	







Opened	2017	2018	2019	2020	2021	2022	7847	7224	7173	10032	9976	10662	Closed	2017	2018	2019	2020	2021	2022	7730	7281	7230	9900	10026	10564	







Jun 19	Jul 19	Aug 19	Sep 19	Oct 19	Nov 19	Dec 19	Jan 20	Feb 20	Mar 20	Apr 20	May 20	Jun 20	Jul 20	Aug 20	Sep 20	Oct 20	Nov 20	Dec 20	Jan 21	Feb 21	Mar 21	Apr 21	May 21	Jun 21	Jul 21	Aug 21	Sep 21	Oct 21	Nov 21	Dec 21	Jan 22	Feb 22	Mar 22	Apr 22	May 22	Jun 22	Jul 22	Aug 22	Sep 22	Oct 22	Nov 22	Dec 22	Jan 23	191	224	199	213	218	205	222	260	270	283	270	279	256	287	350	345	331	294	298	324	366	334	302	322	327	254	302	295	330	330	310	320	371	452	445	408	522	482	435	393	478	458	463	516	
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Information 
Services
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Banner

SharePoint

BI / DBAAccela

Development
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Network

Information Systems Security Manager
• Industry best practice to separate Security 

group from other IT functions
• Strategically improve the reliability and 

security of IT projects
• Continual improvement of confidentiality, 

integrity, and availability of County data and 
IT systems

• Avoid conflicts of interest in development 
and enforcement of cybersecurity policy 
through separation of duties
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Storage & Servers
SCADA Cyber Security

Network Admin
Microsoft AdminTelecom
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GIS

GIS Analyst (1)
• Growing GIS demands from other departments 

because of their shrinking GIS staff base
• Addition of more GIS centric groups like CHNEP and 

Water Quality Management
• Increasing demands for more Field/mobile GIS data 

collection workflows (City Works)

GIS Coordinator (1)
• Coordination of the growing various GIS entities 

throughout the county
• Implementation and oversight of county standards 

and policies
• Maintain open communication with departments
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Cityworks Plats / Developments

GIS Dev & Main
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Client Services
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Client Services

Business Relations
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Survey Results

• Do you know the best way to evaluate your 
process, define metrics, and design a plan to 
improve that process?             10% said yes

• If offered, would you accept assistance 
mapping out and evaluating your current 
processes?                                 90% said yes
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Survey Results

• Does anyone in your team do repetitive 
manual data entry?                  68% said yes

• Does anyone in your team take data from one 
system and manually input it into another 
system?                                      65% said yes
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Survey Results

• Does anyone in your team regularly gather 
data from different sources and manually 
create a “report”?                    77% said yes

• Is anyone in your team assigned the task of 
process improvement?           68% said no
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Business Analysts

4 new BA’s and Business Relationship Manager
• Assist departments with process mapping 
• Provide consultation and training service to 

departments on IT technologies
• Work with departments to define key 

metrics and reflect those metrics in BI 
dashboards

• Lead requirements gathering efforts when 
requesting a new software or change to 
existing software

• Understand the departments core services, 
strategic goals, and plans for the future
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4 new Enterprise Application Support Administrator
• Ability to more effectively manage the over 60 

software packages that our current Business 
Analysts try and support

• Provide better Level 2(advanced) application 
support

• Track updates/replacement options
• Documentation/training
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Information 
Services

Business Intelligence Administrator (1)
• Assume some of the duties the Business Intelligence Analyst currently 

performs so Analyst can focus on developing training and the influx of 
integration requests that will be generated by major upcoming software 
projects (Munis, Kronos, etc.)

• Proactively engage with staff to see how dashboards can help them
• Take one on one meetings with staff needing assistance

Prog/Analyst (1)
• 30+ custom applications already developed 

that need support/updating
• Allow more training to power users in the 

departments enabling them to automate some 
of their own processes

• Develop new solutions and assist in 
developing a self-service app development 
program similar to our successful BI self-
service program.



86

Banner

SharePoint

BI / DBAAccela

Development
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Optimizing Organization Based on Levels of 
Service - Other Positions

Data Coordinator 1 Parks Maintenance & Natural Resources

Asset Management Coordinator 1 Parks Maintenance & Natural Resources

Design Technician 1 Facilities

Financial Assessment & Compliance Analyst 1 Fiscal Services
Fleet Technician 2 Fleet



88

Resiliency
• Emergency Management - New Positions 

– 1 Emergency Management Coordinator
– 1 Emergency Management Specialist



Achievements



Efficiencies
• Sample of activities from the Annual Report

– My Neighborhood web page – PIO
– Expanded use of social media – countywide
– Adjusted the Capital Improvement Project process – Fiscal
– Enhancements in Preventative Maintenance process – Fleet
– Vuspex Virtual inspections – Community Development
– E911 efficiencies – IT and Community Development
– Workforce development for teens and young adults – Community Services
– Strategically Targeted Talent Aligned for Retention (STARR) Program – Human Resources
– Small Projects and work order efficiencies – Facilities
– Integrated Client Services model – Human Services
– Organizational Study – Public Safety
– Airport Rescue &Fire Fighter Training Facility – Public Safety
– Mosquito Species Heat Map – Public Works
– Cityworks Enterprise Asset Management System – Various Departments
– Tourism social media presence - Tourism
– Capacity Management Operations and Maintenance Program (CMOM) - Utilities
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2023 NACo Achievement Awards
• “What Would YOU Do?” Training
• Akimeka LIS / E-911 Address Match Project
• Annual Recreation Division Planning Session
• Art for All Ages
• Budget SharePoint Site
• Camp Operation Guidelines
• Community Services Connection Podcast
• Damage Assessment Surveys
• Damage Assessment Tracker Dashboard
• Emergency Shelter Operations
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2023 NACo Achievement Awards
• Fall Fest Backpack Giveaway
• Family Services Center – Lunch and Learn Program
• Family Services Center – Partners Annual Outcomes Reporting Process
• Family Services Center Virtual Tour One-Take Video
• Grant Tracking Dashboard
• Guided Painting
• H.E.L.P. spay and neutering Program
• Hurricane Ian Regional Water Quality Monitoring
• Hurricane Ian Resource Guide
• Hurricane Ian Social Media Crisis Communication Response
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2023 NACo Achievement Awards
• Internally Developed Computer Training Classes
• Introduction to Pickleball
• Lifeguard Training Scholarship Program
• Line of Sight Tours
• Mini Mondays
• My Neighborhood Webpage
• Operations Manuals and Plans
• Post-Storm Site Planning & Usage
• Princess Tea Party
• Projections Workbook
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2023 NACo Achievement Awards
• Recreation Division Training Guidelines 

• Recreation Management Activities

• RV Program After Hurricane Ian

• Summer Camp Counselor Character Trait Program

• Teleworking Program

• Ukrainian Embroidery Celebration

• VUSPEX Project-Virtual Inspections

• Walking Fitness
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