EUGENE BUDGET SUBCOMMITTEE
Tuesday, January 27, 2015
Bascom/Tykeson Room, Downtown Library, 100 W 10th Ave., 1st Floor
5:30 – 8:00 p.m.

5:30– 5:40p.m.

I. Introductions

5:40 – 6:10 p.m.

II. Adaptive Recreation (Service Profile)

6:10 – 6:40 p.m.

III. Adult and Senior Services (Service Profile)

6:40 – 7:10 p.m.

IV. Human Resources and Risk Services (Service Profile)

7:10 – 7:40 p.m.

V. Information Technology Services (Service Profile)

7:40 – 8:00 p.m.

VI. Wrap Up/Questions

8:00 p.m.

Adjourn

Next Meeting:
Thursday, January 29, 2015, 5:30 p.m.
Bascom/Tykeson Room, Downtown Library, 100 W 10th Ave., 1st Floor

The City of Eugene is committed to access for all participants. All events are held in wheelchair accessible rooms.
For individuals who are hearing impaired, an interpreter, note taker or FM assistive listening system (if available)
can be provided with three business days’ notice prior to the event. Materials can be made available in alternate
formats if requested in advance and are available on the City’s website at www.eugene‐or.gov/budget. To arrange
for services or for more information about the session, please contact the Finance Division at (541) 682‐5022.

Adaptive Recreation

Performance Measures
Effectiveness
 Number of patron visits.
 Number of activities offered by Adaptive
Recreation.
 Number of community partners.
 Number of partner activities.

Customer Satisfaction
 Percent of customers (survey
respondents) who are satisfied or very
satisfied with Adaptive Recreation
Services.

Financial
 Adaptive Recreation Services cost per
capita.
 Workers’ Compensation expenditures as
a percentage of payroll.
 Expenditures for liability claims per
capita.

Strategies with Performance Targets
Strategy 1
Maintain overall service quality.
Target: 95% of customers surveyed annually are
satisfied with service received.

Strategy 3
Meet changing community needs while being
innovative and efficient.
Target: Offer 10% new or improved programs
and/or services annually.

Strategy 2
Improve public awareness of Adaptive Recreation
activities and services.
Target: Reach out to 10% new users or user
groups every year.

City of Eugene Service Profiles
Service profiles are mini strategic plans for each of the City of Eugene’s services. Updated every four years, the
profiles offer an overview of each service and its goals, and insight into some of the tools the service uses to
track its performance.
DRAFT: For review by the Citizen Subcommittee of the Eugene Budget Committee, January 27, 2015

Service Description
Adaptive Recreation Services
(ARS) are designed to promote
an improved quality of life for
persons experiencing disabilities,
through the positive use of
leisure time. ARS is the primary
public provider of community
recreation services for people
with disabilities in the Eugene
area. Our patrons include those
with intellectual disabilities
(Down syndrome, developmental
disabilities, autism, cerebral
palsy), physical disabilities
(traumatic brain injuries,
multiple sclerosis, stroke, spinal
cord injury), mental health and
vulnerable populations
(psychiatric, alcohol, drug
recovery, learning and
behavioral disabilities) and now,
Veterans with disabilities. Over
50% of ARS participants with
disabilities are unemployed and
are living at Federal low‐income
earning levels.

visual and performing arts
adapted to serve people with
disabilities and other vulnerable
populations. Inclusion services
and training provided to make
city recreation activities
accessible. ARS also provides
adapted recreation equipment as
well as referral and information
assistance.
For the FY15 adopted budget,
Adaptive Recreation Services is
provided by 4.44 FTE at a cost of
$746,727.
ARS is based in Hilyard
Community Center, a model,
accessible facility which is
available to the community for
programs, community/city
meetings and private rentals.
Direct services include
recreational and educational
programs and trips, health and
wellness classes, seasonal camps,
adapted equipment rentals, and

Mission and Outcomes

Operating Environment

Adaptive Recreation Services provides diverse
recreation programs and services that enhance the
quality of life for people with disabilities.








Improved wellness, fitness, health and safety of
the community, and provide life‐long recreation.
Affordable fitness and adaptive recreation, and
respite for care‐givers.
Improved self‐esteem and empowerment.
Increased independence, socialization and
improved social interaction skills.
Increased quality of life, physical and cognitive
function, and overall health.
Equal access to recreation activities through
inclusion services.
Improved support systems including stronger











families, friendships, volunteer opportunities,
etc.
Prevention of secondary disabilities to patrons
with disabilities such as depression, obesity,
arthritis, hypertension.
Increased personal safety.
Improved access to all Library, Recreation and
Cultural Arts services.
Ongoing assessment and response to the
adaptive recreation needs of people with
disabilities to enhance their quality of life.
Create a resource of certified and trained
adaptive recreation leaders, disability resource
staff and fitness leaders who meet or exceed
industry standards.
Reduced health care costs.

Community Involvement and Customer Input
All ARS classes have formal
evaluation methods to provide
feedback on programs and
services offered through the
Recreation Division. The
evaluation includes questions
about the quality of the class
provided as well as suggestions
for improvement and/or other
programmatic requests.
Staff members assess the needs
and designs of programs and
services by routinely asking
potential participants and the
social service community about
their knowledge of ARS, types of
services required, ages of
potential service customers, and
types of disabilities of the
potential users of ARS. Ongoing
participant surveys are
conducted for ARS programs and
services and patrons are asked

for their input regarding future
programs.
In 2012, ARS staff developed a
multi‐faceted approach to
collecting community input for
a comprehensive needs
assessment. A survey tool was
designed to better understand
the existing and anticipated
recreation needs of people with
disabilities in the community.
This survey was administered
to individuals who currently
use Eugene Recreation Services,
as well as those who do not
currently access these services.
In addition to conducting a
survey, staff researched
demographic trends of the
Eugene community, and
conducted a series of focus
groups to add context and
dimension to the survey results.
Finally, key stakeholders and

Inclusion
Inclusion continues to grow and
demand resources. ARS is
charged with coordinating the
inclusion of people with
disabilities into all recreation
programs and services. The
Recreation Division is
experiencing a shift from
adolescents diagnosed with
Autism to a noticeable growth of
patrons with multiple diagnosis
including emotional/behavioral
and mental health disorders. The
Recreation Division is also seeing
a rise in requests for youth who
are not diagnosed, but require
additional support for success
within programs, as well as a
growing number of requests
from youth living out‐of‐district.
This, in addition to the growing
number of aging adults who
could experience disability, has
the potential to put additional
demands on existing resources.
Volunteer and Intern
Coordination

community partners were
contacted to provide more in
depth feedback to the survey
questions. The following,
discussed under ‘Operating
Environment’, are the
significant emerging trends
identified in the Needs
Assessment and through patron
feedback that affect the current
operating environment of ARS.

With the decline in the economy
and people out of work, requests
from community members to

volunteer for ARS have increased.
As one of the premier disability
service providers, ARS is the
training ground for students
seeking internships. Field
placement requests from local and
national universities have
increased 55% over the past five
years. Volunteer and intern hours
have helped ARS broaden capacity
with little effect on the budget.
Demand for Services
Many organizations and individuals
are utilizing ARS staff and
resources. Requests from local,
state, national and international
partners for services have
increased steadily. Group travel
trips have increased due to limited
para‐transit vehicles by community
agencies such as foster care homes,
group homes and disability service
providers. Additionally, ARS has
seen a significant increase in the
number of requests for cycling,
fitness, social, and health and
wellness programs. Reduced
funding in the community,
combined with a shift in demand
for more programs serving children
and youth experiencing disabilities
have been observed. Community
demand for rental space continues
to impact facility use decisions.
Veterans
Approximately 3,000 veterans of
recent conflicts are residing in Lane
County. Of that population, 10%
have a disability. Up to 40% of Iraq
and Afghanistan veterans have
some level of PTSD or
emotional/mental condition. Most
are not working and have limited

recreational opportunities due to
their injuries, mental health
status, disabilities and the need
for adapted equipment and
programs. Veterans have also
expressed the need for family
recreational opportunities.
Relationships with the Eugene
Vet Net, the Wounded Warrior
Project and the Roseburg
Veterans Administration (VA)
have been established and
Veterans are being referred to
ARS. The new Eugene VA clinic is
scheduled to open in 2016 and
the need for ARS is expected to
increase.

Adaptive Recreation
Budget Information
FY12 Actual

FY13 Actual

FY14 Budget

FY15 Adopted

Expenditures‐‐All Funds

$729,314

$690,803

$712,613

$765,727

General Fund Revenue

$132,391

$125,211

$114,000

$122,000

4.44

3.94

3.94

4.44

FTE

Closeout Performance Measures, FY11‐FY14
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Closeout Strategies, FY11‐FY14

Four‐Year Strategies (FY11 ‐ FY14)
Strategy 1: Maintain the Adaptive Recreation
programs as award‐winning services and
increase the number of new recreation
participants by 10% per year for the next 4
years.
Target:
Increase the number of new participants
with disabilities to Adaptive Recreation
Services programs to meet the following
targets: FY10 + 10%, FY11 + 10%, FY12 +
10%, FY13 + 10%, etc.
Strategy 2: Provide information to policy and decision
makers responsible for decisions affecting
disabled and vulnerable communities.
Target:
Number of board, commission, and other
meetings attended by Adaptive Recreation
staff which potentially affect disabled and
vulnerable communities.
Target:
Number of individuals assisted by Adaptive
Recreation staff to advocate for and/or
educate boards, commissions, and decision
makers of their needs.
Target:
Number of information and assistance
requests to Adaptive Recreation staff from
boards, commissions, and decision making
bodies.
Strategy 3: Maintain high levels of customer
satisfaction.
Target:
Maintain a customer satisfaction level of
95% who indicate they are satisfied or very
satisfied with Adaptive Recreation
Services.
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Adult and Senior Services

Performance Measures
Service Description

Effectiveness
 Number of patron visits to program
activities.

The Adult/Senior Services
program promotes and
maintains the health,
independence, social
connections, support networks,
and quality of life for Eugene’s
older adults.

Financial
 Adult/Senior Services cost per capita.
Customer Satisfaction
 Percent of survey respondents who are
satisfied or very satisfied with
Adult/Senior Services.

Strategies with Performance Targets
Strategy 1

Strategy 3

Maintain overall service quality.

Increase public awareness of Adult/Senior
Services activities and services.

Target: 95% of customers surveyed annually are
satisfied with service received.
Strategy 2

Target: Reach out to 10% new user groups every
year.

Provide a variety of programs and services that
address specific generational needs.
Target: 50% of new programs designed for ages
50‐70 years.

City of Eugene Service Profiles
Service profiles are mini strategic plans for each of the City of Eugene’s services. Updated every four years, the
profiles offer an overview of each service and its goals, and insight into some of the tools the service uses to
track its performance.
DRAFT: For review by the Citizen Subcommittee of the Eugene Budget Committee, January 27, 2015

Active lifestyle programs such as
fitness, canoeing, kayaking,
hiking, and wood working serve
as an attraction for both younger
and older senior adults. Services
such as health screenings, legal
services, insurance counseling,
community resource and
reference, meal information,
adult education classes and van
trips are offered on a regular
basis.

Access to community social
services is provided to Eugene
seniors on a limited basis
through the Adult/Senior
Services program outreach staff.
The City’s Adult/Senior Services
program also provides year‐
round, senior‐focused outdoor
programs in Eugene. Programs
and services are currently
provided through Campbell and

Petersen Barn Community
Centers.
For FY15, the total adopted
budget for the Adult/Senior
Services was provided by 6.3
FTE at a cost of $1,018,300.

Mission and Outcomes

Operating Environment

The Adult/Senior Services mission is to promote and
maintain health and well‐being, enhance quality of
life, strengthen support networks, and recognize
and assist individuals in remaining active,
productive, and independent by offering
recreational programs and services to achieve this
goal.










Provide programs that improve health and well‐
being.
Contribute to the quality of life for older adults
in our community.
Provide experiences that allow for finding
companionship through activities and informal
drop‐in programs.
Provide opportunities to realize creative

capacities, experience personal growth,
development, and achievement.
Strengthen support networks within the greater
Eugene community.
Provide opportunities for individuals to remain
active, productive, and independent.
Provide improved access for older adults to all
Recreation service.

Community Involvement and Customer Input
All Adult/Senior Services classes
have formal evaluation methods
to provide feedback on programs
and services offered through the
Recreation Division. The
evaluation includes questions
about the quality of the classes
provided as well as suggestions
for improvement and/or other
programmatic requests.
Ongoing feedback to facilitate
service changes and
improvements are received
through formal and informal
surveys, evaluations, meetings,

and solicitation of informal
feedback through customer
interaction.
Campbell and Petersen Barn
Community Centers each have a
citizen advisory group
comprised of individuals with
an interest in the success of the
service. These groups work
with and advise staff on
programming, fund raising,
program evaluation, trust fund
expenditures, and serve as ad‐
hoc committees on a variety of
issues.
In 2012, the City of Eugene’s
Campbell and Petersen Barn
Community Center Staff
developed a multi‐faceted
approach to collecting
community input for a
comprehensive needs
assessment. A survey was
designed to better understand
the existing and anticipated

needs of the older adult
community within the City of
Eugene’s service area. This
survey was administered to
both individuals who currently
use Recreation Services, as well
as those who do not currently
use their services. In addition to
conducting a survey of both
users and non‐users of their
facilities, staff members
researched demographic trends
of the Eugene community, and
conducted a series of focus
groups to add context and
dimension to the survey results.
Key stakeholders and
community partners were
contacted to provide more in
depth feedback to the survey
questions.

Health and Wellness
Seniors of all ages share an
interest in fitness and wellness
activities. There is recent
research showing the
importance of fitness and
wellness activities in preventing
major medical conditions and
lowering overall community
health care costs. Healthcare
companies are increasingly
emphasizing such activities, and
with the implementation of the
Affordable Care Act, this trend
will continue. Meanwhile, there
continues to be a demand for
low‐cost options for health and
wellness activities. These
activities were ranked the most
important of our senior/adult
services in our recent needs
assessment. Currently, neither
Campbell nor Petersen Barn
Community Centers have fitness
facilities for their adult
programs. Adequate space and
equipment for this population is
a priority issue to address.
Additionally, a growing trend
with seniors is a lack of family
and community support systems.
This, combined with an
increasing income disparity in
our community, has yielded a
growing group of seniors facing
social isolation. There has been a
growing demand for programs
that provide nutrition, regular
check‐ins, and/or social
companionships.
Multi‐Generational Needs
Our adult/senior programs are
faced with an ever‐widening gap

of generation groups due to the
aging of the baby boomers and the
longer lifespan of older adults.
Questions remain as to how to
attract younger seniors while at the
same time continuing to provide
activities and services to older
seniors. The type of programming
each group prefers varies greatly.
The older adults primarily utilize
daytime activities such as meals,
social programs (card games, etc.)
and classes including art and dance.
For boomers, evenings and
weekends are their preferred use
times as many are still working.
Their trends run along fitness and
exercise activities and adventure
trips such as hiking and kayaking.
Marketing to the generational
groups presents a challenge as the
boomer group tends to obtain their
information via email, websites or
social media, while the older adults
prefer to obtain their information
in more traditional methods such
as printed materials.
Social Services Needs
Due to the recent recession, local
social services have been reduced
while an increasing number of
seniors are requesting services.
Campbell Center continues to see a
growing need for social services in
addition to adult/senior recreation
based programs. In the energy and
social service programs
administered by Adult/Senior
Services there is an increase in the
number of individuals in crisis due
to financial limitations. Future
reductions to federal and state
services could have more dramatic

impacts on patrons, especially
those who receive energy
assistance.
Facilities/Resources
The current offerings at
Campbell Community Center
almost fill all available spaces
during regular business hours.
Similarly, Petersen Barn
Community Center, which is
programmed by both
Adult/Senior Services and Youth
and Family Services, is close to
maximum use in its space.
Options for developing new
programs within the current
facilities are limited to evening
and weekend hours. The facility
size and design is at capacity and
no longer meets the needs of
Adult/Senior programming.
Improvement plans are being
developed. Due to limited space,
Recreation has taken a
decentralized approach by
providing programs and classes
for older adults and seniors at
other community centers while
using resources in Youth and
Family Services. Additionally, all
Adult/Senior programs share the
same 14‐passenger van for trips
which limits the amount of use
by each program area.

Adult and Senior Services
Budget Information
FY12 Actual

FY13 Actual

FY14 Budget

FY15 Adopted

Expenditures‐‐All Funds

$944,261

$989,783

$1,049,129

$1,081,300

General Fund Revenue

$249,469

$259,357

$235,000

$258,000

5.80

6.30

6.30

6.30

FTE

Closeout Performance Measures, FY11‐FY14

Number of patron visits to program
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Closeout Strategies, FY11‐FY14

Four‐Year Strategies (FY11 ‐ FY14)
Strategy 1: Increase collaborative community
partnerships that broaden programs and
services.
Target:
Increase collaborative community
partnership by two per year.
Strategy 2: Increase community awareness of senior
activities and services.
Target:
Contact at least five new community
Senior/Neighborhood/Service groups each
year to present and distribute information
regarding services and activities.
Strategy 3: Maintain overall service quality.
Target:
95% of customers surveyed annually are
satisfied with service received.
1: Beginning in FY07, rental attendance is included with total attendance.
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Human Resource and Risk Services

Performance Measures
Effectiveness
 Percent of exit interviewees who say they
would recommend the City of Eugene to
others as an employer.
 Percent of total employees of color,
women in non‐traditional roles, and
veterans.
 Number of applications processed
annually.
Efficiency
 Ration of Human Resources FTE to total
City FTEs.
 Percent of individual classification
requests completed by the target date.

Financial
 Workers’ Compensation experience
modifier.
 Workers’ Compensation expenditures as
a percentage of payroll.
 Expenditures for liability claims per
capita.
Customer Satisfaction
 Percent of direct customers surveyed
who rate Human Resources and Risk
Services Divisions as good or excellent.

Service Description
Human Resources and Risk
Services Divisions support the
City in providing a qualified and
productive workface that, in
turn, delivers effective and
efficient services. To support the
organization, the Human
Resources and Risk Services
Divisions:




Strategies with Performance Targets
Strategy 1
Use technology to improve service delivery and
access to information while reducing
environmental impact.

Target: Over 50% of eligible AFSCME‐represented
and non‐represented employees participate in the
Wellness Incentive Program.

Target: Increase the number of central training
opportunities available through workstation or
online access.

Strategy 3
Utilize the new HR generalist model to delivery
excellent customer service.

Target: 80% of employees surveyed rate Human
Resources and Risk Services Divisions’ online
resources as good or excellent.

Target: Employees agree or strongly agree that HR
is proactive, flexible, innovative and efficient.

Target: Automate DMV driving record requests to
expedite reporting.

Target: Employees agree or strongly agree that
they trust HR and receive accurate and consistent
information.

Strategy 2
Use the Wellness Initiative and Wellness Center as
mechanism to delivery health and wellness
programs to City Employees.

Strategy 4
Improve reporting of accidents/incidents to more
effectively identify and analyze causal factors to
assist in prevention of future occurrences.

Target: 80% of City employees surveyed rate the
health and wellness services as good or excellent.

Target: Reduce the Workers’ Compensation
experience rating modifier to below 1.0.

City of Eugene Service Profiles
Service profiles are mini strategic plans for each of the City of Eugene’s services. Updated every four years, the
profiles offer an overview of each service and its goals, and insight into some of the tools the service uses to
track its performance.
DRAFT: For review by the Citizen Subcommittee of the Eugene Budget Committee, January 27, 2015





administer centralized
hiring
manage pay and benefit
processes
manage the City’s work
policies and labor
contracts
provide consultation and
training to enhance
individual, service, and
organizational
performance
assist the organization in
the identification and
strategic management of
risks

The values and operating
principles of the City are central
to the kind of organization the
City is, how it delivers service,
and its relationship with its
employees. Human Resources
and Risk Services Divisions help
to articulate these principles and
champion them by providing
quality services, being
responsive to our customers’
changing needs, promoting open
and respectful communication,
encouraging innovation and
creativity, honoring diverse
perspectives, supporting
teamwork and collaboration, and

striving to improve our efficiency
and effectiveness. The Human
Resources and Risk Services
Divisions also stay abreast of
trends and legal changes to
ensure legal compliance and
organizational responsiveness.
The Human Resources and Risk
Services Divisions comprise 28.1
full‐time equivalent (FTE) staff.
Services are delivered for the
entire City organization of
approximately 1,450 regular FTE
(both full‐ and part‐time) and
approximately 500‐700
temporary employees depending
on the season. The FY14 budget
for this service is 33.4 million.
The majority of the budget
comprises health and risk
insurance claims.
The Human Resources and Risk
Services Divisions provide the
following services to the
organization:

Human Resources:
 Performance, Training
and Development,
 Recruitment and
Selection,
 Records and Personnel
File Management,
 Classification and
Compensation,
 Employee and Labor
Relations, and
 Human Resources
Information Systems and
Internal Databases.
Risk Services:
 Liability, Property,
Unemployment
Insurance,
 Workers’ Compensation,
 Employee Benefits,
 Employee Health and
Fitness,
 Safety, Loss Control and
Environmental Services,
and
 Emergency Management.

Mission and Outcomes

Operating Environment

Provide City Departments the information and
support needed to hire and develop qualified
employees, who model organizational values;
maintain employer‐employee relationships which
are legal, equitable, productive and positive; foster a
culture of proactive risk management, protecting
the City’s employees, property, and finances from
loss and ensuring a resilient organization.





Partnerships with departments in delivering
service to the organization.
Employees, supervisors and managers who
value the services provided to them by Human
Resources and Risk Services.
Equitable treatment of applicants, claimants,
employees, and retirees.









Qualified, productive, and diverse workforce.
Partners in maintaining a legally compliant and
ethical organization.
City employees who are prepared to meet direct
customer service/stakeholders needs.
A healthy, respectful and safe work
environment.
Minimized organizational costs.
Competitive, market‐based pay and benefits.
An organization that is prepared for large scale
emergencies.

Alternative Service Delivery

Insurance and Benefits Trends

There is an increase in demand
by taxpayers to ensure that
services are delivered in the
most cost effective manner
possible. Human Resources has
changed their service delivery to
a generalist model to meet
customer needs in a fiscally
responsible manner. Human
Resources and Risk Services
Divisions will continue to explore
opportunities to form
partnerships to meet fiscal
challenges.

Actuarial projections for health
insurance premiums show annual
increases which exceed CPI over
the next five years. The City will
continue to work with its
bargaining units on cost reduction
and cost sharing strategies in the
employee benefits area.

Advances in Technology

Community Involvement and Customer Input
The Human Rights Commission
provides feedback during its
review of workforce statistics,
the Affirmative Action Plan and
the Diversity and Equity
Strategic Plan. Human Resources
staff completes ongoing outreach
and connection with the
community with a goal of
diversifying our workforce.
Additionally, community
representatives are frequently
included in interview processes
for key City leadership positions.
Human Resources staff facilitates
the City Council’s annual
feedback processes for the Police
City Auditor and City Manager.
Direct customers of the Human
Resources and Risk Services
Divisions include the Executive
Management Team, City
supervisors and managers, all

City employees, the City Council
and members of the public.
We regularly receive customer
feedback from a variety of
mechanisms including surveys
and through collaboration with
the Human Resources Board,
the Central Services Advisory
Board, the Benefits Study
Group, the Deferred
Compensation Committee,
Safety Committees, and the
Disaster Operations Task Team.
The Executive Management
Team regularly consults with
Human Resources and Risk
Services Divisions when
addressing strategic and
operational issues that impact
the organization and
community.

Human Resources and Risk
Services Divisions gather input
from the departments in
preparation for the start of
negotiations with each of the
City’s bargaining units to gather
data for contract language
changes.

Technological advances and
increased access to information
by staff and the public are
making it more efficient to
provide services to external and
internal customers through the
use of the Internet, the City’s
Intranet, on‐line learning, and
video conferencing. These
advances have made it possible
for employees to update and
monitor personnel, payroll, and
training records, and to
participate in learning activities
without traveling and for
individuals to apply for City jobs
online.
Job Applicant Characteristics
Job applicants continue to reflect
the available population,
bringing different skills, cultural
perspectives, expectations, and
styles to the workforce. Human
Resources continues to find ways
to reach out to diverse
populations to generate excellent
applicant pools.

Legal Environment
Human Resources and Risk
Services Divisions work in a highly
regulated environment. The teams
educate the organization on legal
mandates including the Fair Labor
Standards Act (FLSA), Federal
Family Medical Leave Act (FMLA),
Title VII of the Civil Rights Act,
Oregon Family Leave Act (OFLA),
Oregon Tort Claims Act, HIPPA,
USSERA, OR‐OSHA, Americans with
Disabilities Act (ADA), Fair Credit
Reporting Act (FCHRA), Veteran’s
Preference, local, state and federal
environmental regulations, and
state and federal identity theft
protection laws.
Workforce Characteristics
Workforce characteristics continue
to shift, reflecting the overall
broader workforce demographics
and changing technology skills.
Shifting economic conditions may
result in postponed retirement.
Even so, the loss of more
experienced employees through
retirement highlights the
importance of continued succession
planning.
Organizational Leadership
The City Manager has encouraged
innovation and involvement from

staff at all levels across the
organization. Supervision and
leadership growth will continue
to be a top priority for
organization‐wide training and
development over the next few
years.
Policies and Organizational
Support
The organization has well‐
developed systems, business
processes and policy frameworks
that support the organization.
Human Resources and Risk
Services staff manage many of
these systems, working with
department staff to meet
changing business, policy and
organizational needs. The
organization has successfully
built a respectful work
environment for all city
employees and will continue this
work.
Budget Priorities
Reduction in resources and
revenues will challenge us to
continually reassess the services
we provide to the organization as
well as how services are
provided.

Human Resource and Risk Services
Budget Information
FY12 Actual
Expenditures‐‐All Funds
General Fund Revenue

FY13 Actual

FY14 Budget

FY15 Adopted

$29,412,003

$32,368,508

$33,404,988

$35,798,373

$19,233

$15,164

$20,000

$15,000

27.10

27.10

28.10

28.35

FTE

Closeout Performance Measures, FY11‐FY14

Percent of direct customers surveyed
who rate Human Resource and Risk
Services services as good or
excellent1

100%
80%

Percent

Percent

100%

Percent of regular employees leaving
the organization for reasons other
than retirement or death

80%
60%

60%
40%
20%

40%

0%

20%
0%

Percent

FY11
92%

FY12

FY13
84.5%

Percent

FY14

Percent of exit interviewees who say
they would recommend the City of
Eugene to others as an employer

Percent

Percent

60%
40%
20%
0%

Percent

FY11
88%

FY12
97%

FY13
96%

FY14
100%

FY12
4%

FY13
2.1%

FY14
4.7%

Percent of total employees of color,
women in non‐traditional roles, and
employees with disabilities in the
workforce

100%
80%

FY11
3%

100%
80%
60%
40%
20%
0%

Percent

FY11
23%

FY12
24%

FY13
19%

FY14
17%

Workers' Compensation experience
modifier

Workers' Compensation expenditure
per full time equivalent employee

30%

$800
Expenditure

Percent

20%
10%
0%
‐10%
‐20%
‐30%

Percent

FY11
0.97%

FY12
0.88%

FY13
1.01%

Expenditure

$10
$8
$6
$4
$2
$0

Expenditure

FY11
$5.88

FY12
$5.39

FY13
$3.79

FY14
$2.26

$400
$200
$0

FY14
1.13%

Expenditures for general liability
claims per capita

$600

FY11

Expenditure

FY12
$704

FY13
$636

FY14
$523

Ratio of Human Resources FTE to total City FTEs2
FY11

FY12

FY13

FY14

1 to 98.8

1 to 98.8

1 to 97.4

1 to 97.6

Closeout Strategies, FY11‐FY14

Four‐Year Strategies (FY11 ‐ FY14)
Strategy 1: Use technology to improve service delivery
and access to information while reducing
environmental impact.
Target:
100% of all Material Safety Data Sheets are
accessible online.
Target:
100% of modified work assignments are
available online.
Target:
100% of all essential job function analyses
are available online.
Target:
100% of job applications submitted online.
Strategy 2: Use the Wellness Initiative and Wellness
Center as mechanism to deliver health and
wellness programs to City Employees.
Target:
80% of City employees surveyed rate the
health and wellness services as good or
excellent.
Strategy 3: Use technology to improve access to
education opportunities in a sustainable
and cost‐effective manner.
Target:
30% of required classes are available
through workstation or online access.
1: Biennial survey
2: Ratio of adopted budget FTEs for division 36 to total COE FTEs.

FY11

FY12

FY13

FY14

100%

100%

100%

100%

100%

100%

100%

100%

100%

100%

100%

100%

100%

100%

100%

100%

94.6%

N/A

95%

90.9%

20%

20%

20%

30%

Information Technology Services

Performance Measures
Effectiveness
 Network uptime
 Percentage of help desk calls resolved on
first call
 Number of help calls
 Number of intrusions that effect the
network
 Number of virus and malware removed
from city devices

Financial
 Percentage of IT budget compared to
total city budget
 Percentage of ISD FTE compared to total
city FTE
Customer Satisfaction
 Average end user satisfaction rating, all
of ISD, 1‐10
 Help Desk satisfaction rating, 1‐10

Efficiency
 Percentage of projects on time
 Percentage of projects on budget

Strategies with Performance Targets
some additional benefits.

Strategy 1
Virtualization strategy – A mixed environment of
Physical and Virtual servers will co‐exist in the
City’s future. This hybrid model for our
virtualization strategy will allow us to realize
significant benefits to our IT infrastructure.
Target: Higher availability and uptime due to
reduced down time for maintenance.
Target: Faster server delivery will be possible due
to the use of virtualization management software
tools significantly reducing setup times.
Target: Continuity of Operations will be enhanced
through our connections to multiple data centers
across the country. This reduces the risk of a
single local data center.
Strategy 2
Exchange in the “Cloud” transitions our e‐mail
environment to the cloud to leverage our current
enterprise agreement with Microsoft and has

City of Eugene Service Profiles

Target: The ability to increase the default mailbox
size to 50 GB for all Office 365 users.
Target: Increased level of availability for email
with an uptime of 99.9%.
Target: Ability to have a retention and research
capability consistent with legal requirements.
Target: Reduction in data center hardware
required to support e‐mail system.
Target: The ability to support business
continuation due to the elimination of single
points of failure for business systems.
Strategy 3
Mobility improvements will allow for documents
and critical business information to be accessed
with mobile smart devices. This enables staff to
securely access city information at any time, from
anywhere. Our organization can benefit from
increased employee effectiveness and
responsiveness.

Service profiles are mini strategic plans for each of the City of Eugene’s services. Updated every four years, the
profiles offer an overview of each service and its goals, and insight into some of the tools the service uses to
track its performance.
DRAFT: For review by the Citizen Subcommittee of the Eugene Budget Committee, January 27, 2015

Service Description
The Information Services
Division (ISD) service delivery
model is a complex platform that
requires continuous attention
and professional management to
allow for the operation of rapid
and secure IT business systems.
ISD shares network and data
center management with Lane
County and with partners such
as the University of Oregon and
LCOG.
ISD provides critical business
infrastructure across all
departments by providing and
supporting phones, PCs, laptops,
tablets, printers and other
devices. In 2013, ISD became
responsible for critical 911,
Police and Fire public safety IT
infrastructure 24/7/365.
ISD is committed to the zero
waste goals that align with the
city’s sustainability initiative
through printer consolidation
and by supporting the use of
mobile devices such as smart
phones and tablets.
ISD Sections
The Technical Operations
Section is responsible for:
 Network infrastructure,
server and device
management
 Operational
environments that
support application
deployment to internal
customers
 Technicians and help
desk services for all
departments. The help

desk has recently
adopted a First Call
Resolution service model
The Applications Section
includes:
 Central services business
systems that allow for
budget development and
management, payroll,
benefits and HR
 The 911 software system
that allows law
enforcement, fire, and
EMS personnel to rapidly
respond to calls for
service
 Support and maintain
applications required by
PDD, LRCS and PW staff
to assist them with their
business needs
The Strategy and
Administration Section
includes:
 Long range planning and
project portfolio
management
 Developing equipment
replacement cycles







Managing licensing and
contracts for hardware
and software
Manages IT security,
compliance and
emergency management
Ensures e‐government
public web sites are
maintained and
operating to provide
transparency of city
services

Each of these sections works
collaboratively using a variety of
software and hardware allowing
staff to perform their work every
day.
The Telecommunications and
Cable Licensing Program:
 Housed at ISD since the
passing of Eugene
Ordinance 20083 in 1997
 Transparent program
with external
stakeholders such as
private providers,
residents, City
Departments, and
jurisdictional partners
 Program operations are
consistent with City
Council adopted visions
and policies, and local,
state, and federal laws
 Project oversight of new
City telecommunications
technology projects of
community benefit since
FY03. For additional
information about the
Telecommunications
Program, please visit
www.eugene‐
or.gov/telecom .

Mission and Outcomes

Operating Environment

Deliver high quality, reliable and innovative
technical solutions, software and systems to city
departments to support the City’s mission









Improve mobile access to business documents
and materials from a variety of devices.
Research the benefits of emerging technologies.

Promote continual service improvement for
customer business systems.
Facilitate the access, collection, storage, security
and integrity of electronic data.
Provide strategic leadership for long‐term
technology planning.
Support business technology solutions for
departments.
Ensure security and compliance standards to
protect business processes.

ERP Replacement

Community Involvement and Customer Input
The primary customers of ISD
services are the various City of
Eugene Departments who rely on
the IT infrastructure, hardware
and applications to deliver their
respective services to the public.
ISD also provides services
directly to the community via the
City of Eugene website and
through the management of the
City’s telecommunication
franchises.
ISD uses several approaches to
obtain timely and relevant
feedback from its customers on
the IT services delivery. The
Central Services Advisory Board
(CSAB) comprised of
representatives from each City
Department has been the
primary forum for providing
updates on changes to the IT
service delivery and obtaining
customer feedback on ISD

performance. Starting in 2015,
this advisory board will be
replaced by an Information
Technology Task Force, which
will include IT and finance
liaisons from each Department
and will be structures to
provide a more timely and
focused feedback on ISD
services. ISD also keeps the City
staff apprised of the new IT
trends and changes in service
delivery via the City’s intranet
site (SharePoint) and through
the ISD newsletter.
ISD staff use customer surveys
to gauge the level of customer
satisfaction with its services
and to identify opportunities for
improvement. In the most
recent Central Services
Department customer
satisfaction survey, an average
of 60% of respondents

The Information Services
Division (ISD) operating
environment is dynamic and is
tied directly to the lifespan of
operating systems and
application platforms.

indicated that they are satisfied
and very satisfied with the ISD
services. In order to collect
more specific customer
feedback on different service
areas, ISD started to administer
its own customer survey
starting in FY15. Feedback from
the customers external to the
City organization is collected
through the forms available on
the City’s website and via a
recent web usability study
whose findings will be used to
improve accessibility and
functionality of the City’s
website as part of the upcoming
website redesign project.

The Enterprise Resource
Planning (ERP) program includes
the suite of software applications
that include the city’s financial
and budgetary applications and
are responsible for all financial
transaction that pass through
Finance including everything
from payment for services,
purchasing, and payroll. The
present ERP (People Soft) is
ready for a significant upgrade or
replacement in 2015 and will
take significant resources in ISD
to provide continuous financial
services while simultaneously
replacing the old system.

Server End‐of‐Life Replacement
Strategy
With over 60 servers approaching
their end of life in 2015, the ISD
team is positioned to make a
sweeping transition in technology
platforms to seamlessly reduce our
hardware footprint while
improving the level of service to
each department.
Public Safety Justice Network (PSJ)
In late 2013, Eugene ISD deployed a
new updated system and network
to handle 911 calls for service
including Police and Fire
emergency calls for service that
include Computer Aided Dispatch
(CAD), field based reporting, and a
Records Management System
(RMS) that help collect critical
information to support police

operations. This network
requires 24/7/365 support and
also supports the Springfield
Police Department under
contract.
Security
An information security strategy
balances the need to minimize
risk with the desire to maintain
an open environment that
facilitates the exchange of
information. ISD has a
technology security plan that
protects critical financial, health
related, and public safety
information.

Information Technology Services
Budget Information*
FY12 Actual
Expenditures‐‐All Funds

FY13 Actual

FY14 Budget

FY15 Adopted

$13,955,742

$13,706,506

$17,000,175

$15,857,561

$10

$934,663

$100,000

$0

48.75

48.91

48.91

49.91

General Fund Revenue
FTE

* General Fund revenues received in FY13 and FY14 are from one‐time refunds from Lane County associated with the phase‐
out of the Area Information Records System (AIRS).

Closeout Performance Measures, FY11‐FY14
Percentage of surveyed customers
satisfied or very satisfied with IT
business systems and support 2

100%

100%

80%

80%

Percent

Percent

Percentage of surveyed customers
satisfied or very satisfied with
general IT services 1

60%
40%

Percent

FY11
87%

FY12

FY13

0%

FY14
59.8%

Percent

100%

80%

80%
Percent

100%

60%
40%

Percent

FY12

FY13

FY14

60%
40%
20%

20%
0%

FY11
87%

Percentage of software calls resolved
within 4 hours

Percentage of hardware calls
resolved within 24 hours

Percent

40%
20%

20%
0%

60%

FY11
58%

FY12
55%

FY13
44%

FY14
41%

0%

Percent

FY11
76%

FY12
74%

FY13
69%

FY14
65%

Total ISD expenditures per FTE
jurisdiction‐wide
Expenditures

$12,000
$11,500

Ratio of IT staff to jurisdiction‐wide staff
FY11
1 to 28

FY12
1 to 29

FY13
1 to 30

FY14
1 to 29

$11,000
$10,500
$10,000
$9,500
$9,000

FY11
FY12
FY13
FY14
Expenditures $10,961 $10,454 $11,667 $11,775

Closeout Strategies, FY11‐FY14

Four‐Year Strategies (FY11 ‐ FY14)
Strategy 1: Provide leadership for the use of Internet
technologies to provide services to the
public.
Target:
Increase Internet sales volume by 20% per
year. 3
Target:
Increase the number of visits to the City
website by 20% per year. 4
Strategy 2: Align IT resources with other customers’
key strategic service needs.
Target:
100% of department steering committees
submit annual IT plans.
Target:
100% of departments have an active IT
steering committee.
Strategy 3: Improve the delivery of quality business
systems through the use of effective project
management techniques.
Target:
100% of projects have a Project Charter
(plan).
Target:
80% of IT projects are completed on time. 5
Strategy 4: Provide leadership in sustainable use of
technology.
Target:
Reduce the volume of paper usage. Reduce
the amount of paper purchased each year.
Target:
Minimize number of print devices for
greatest efficiency. Reduce the ratio of
printers | staff each year. 6
Target:
Reduce energy use. Increase the percentage
of devices (computers, monitors, printers)
that are Energy Star and/or Electronic
Product Environmental Assessment Tool
(EPEAT) rated.

FY11

FY12

FY13

FY14

$1,817,594

$1,811,931

N/A

N/A

2,201,477

2,427,186

1,580,362

1,577,556

100%

100%

100%

100%

100%

100%

100%

100%

95%

98%

98%

98%

N/A

N/A

N/A

N/A

920

920

1,100

1,073

1 | 7.2

1 | 7.2

N/A

1 | 4.2

99%

99%

99%

99%

1: The FY14 value is the average of the ISD rating for questions 3 through 7 on the CS customer satisfaction survey conducted in December 2013 – January 2014. In December 2014, ISD has
created a Division‐specific customer satisfaction survey for tracking customer survey for tracking customer satisfaction on a regular basis going forward.
2: This indicator was not measured in 2012‐2014.
3: The staff were not able to continue tracking City‐wide internet sales after FY12, due to several City services (e.g. Hult Center) processing their online transactions via separate websites
and/or credit card processing vendors.
4: The drop in the number of website visits from FY12 to FY13 is due to implementation of the new web platform, which resulted in switching to a new set of web traffic analysis tools. The new
tools provide a more accurate count of unique website visits.
5: The ISD staff were not able to report on this measure due to several changes in the project management methodology. There are systems being put in place to start tracking this measure
going forward.
6: Print device count prior to FY14 does not include the multi‐function devices (MFD’s) that combine copying, printing and scanning functions. Due to the evolution of printing technologies and
increased reliance on MFD’s, those devices are included in the print device count starting in FY14.

