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Office of Human Resources

Strategic Goals
	Excellent Customer Service
every day.


	Customer Service

	Promote and identify opportunities for improved effectiveness and efficiencies.


	Identify work and process to determine the value added.


	All OHR communication is accessible, accurate and timely.


	Communicating effectively.

	A diverse and inclusive workforce that reflects the region and serves the needs of the community and where EEO compliance is a critical part of business practices.


	EEO compliance and diversity management.

	A Comprehensive workforce planning strategy linked to the current and future human resource needs.


	Workforce planning and development.

	A flexible and cost effective total compensation rewards philosophy for Montgomery County.


	Competitive compensation strategies for the future


CUSTOMER SERVICE
	Goal Statement:
	Excellent Customer Service every day 



	Measurable Outcome:
	On a scale of 1 – 5, achieve at least a 4 on customer service.



	

	Broad Department Strategies

	Incorporate customer service standards as a mandatory outcome in all performance plans – “Will adhere to established OHR Customer Service Goals to include quality customer service principles.” 



	All current OHR employees will complete the Customer Service Provider Track by the end of FY 06 (all new hires within 2 years of hire). 



	Develop a department-wide customer survey instrument. 


Form a cross-functional OHR team with one representative from each team.


Web-based survey that analyzes the results.


Identify target audience (management/administrative/employees).


Survey and establish a baseline (March 04 survey; analysis results by May 04).


Based on survey results, incorporate customer service improvements in the OHR FY05 work plan.


Measure customer service satisfaction annually.

 

	Include customer service standards in all new contracts



	Review all existing surveys for improvement and validation

· Collect all existing surveys

· Identify resources needed

· Identify organization


IDENTIFY WORK AND PROCESSES TO DETERMINE

 THE VALUE ADDED
	Goal:
	Promote and identify opportunities for improved effectiveness and efficiency


	Measurable Outcome:
	Achieve .5% cost-saving


	

	Broad Department Strategies

	Identify programs, processes, and tasks that do not contribute to our mission.



	Convene a cross-functional team to review all programs and processes.



	Develop partnerships with agencies and other local governments to create economies of scale.



	Leverage new and existing technology to create a paperless office that meets the needs of our customers.



	Streamline processes by integrating HR programs through the use of automation. 



	Explore the feasibility of outsourcing and decentralizing HR programs.



	Continually evaluate programs and processes to improve efficiency.



	Reward employees and/or teams for identifying cost-saving initiatives.




COMMUNICATING EFFECTIVELY
	Goal:
	All OHR communication is accessible, accurate, and timely.



	Measurable Outcome:
	On a scale of 1 – 5, achieve at least a 4 on communicating effectively.



	

	Broad Department Strategies 

	Ensure that user friendly technology and other systems are in place so that customers can easily access information when they need it.

 

	Disseminate information using a variety of mediums and languages, where appropriate. 



	Ensure that information communicated is accessible to the intended customer. 



	Disseminate all OHR communications in a manner that complies with Limited English Proficiency (LEP) requirements. 



	Develop staff competencies in communication (written and oral).



	Ensure that the information we communicate is honest, simple, understandable, and written in plain language.




EEO COMPLIANCE AND DIVERSITY MANAGEMENT

	Goal:
	A diverse and inclusive workforce that reflects the region and serves the needs of the community and where EEO compliance is a critical business practices.



	Measurable Outcome:
	Decrease in underrepresentation/under-utilization of specific groups; decrease in number of EEO complaints; and increase of representation of specific groups in management/higher grade levels/pay grades.



	

	Broad Department Strategies

	Maintain “zero tolerance” for any form of harassment, discrimination based on race, color, religion, national origin, sex, sexual orientation, age, disability, and any other protected category.



	Provide mandatory training for appropriate employees in the areas of EEO compliance and sexual harassment prevention. 



	Ensure through comprehensive strategic plans a work environment that is inclusive and responsive to the needs of diverse groups of employees.



	Investigate and resolve complaints in a timely manner.



	Gather data on complaints monitor and analyze data to identify potential trouble spots or spots needing intervention.



	Conduct a County-wide and departmental needs assessments to determine workforce diversity needs.



	Develop a comprehensive outreach recruitment strategy that:

· includes attention to individual departmental needs

· enhances diversity in the candidate pool

· creates a workforce that reflects the diversity of the community we serve.




	Identify and monitor underrepresented groups and formulate proactive measures to bridge the gaps. 

· Track/analyze workforce diversity trends and recommend proactive measures to 
address any gaps.



	Develop strategic partnership with internal and external organizations to build comprehensive, integrated programs in the areas of EEO compliance and diversity management.



	Improve career development opportunities, promotional potential and mentoring opportunities for underrepresented/underutilized groups.



	Promote EEO compliance and Diversity awareness through, programmatic changes, internal communications, and special emphasis programs.



	Improve and enhance training for the County workforce by:

· provide management skills in diversity management via mandatory training

· train the County workforce in diversity management.



	Create an environment that respects individual differences and values diversity by increasing/monitoring compliance initiatives county-wide and specific to individual departments.




WORKFORCE PLANNING AND DEVELOPMENT

	Goal:
	Design a comprehensive workforce planning strategy linked to the County’s effort to identify current and future human resource needs.


	Measurable Outcome:
	Sufficient and diverse applicant pool to fill vacancies.



	

	Broad Department Strategies

	Research and design a workforce development and succession planning model for the County.

· Identify “best practices” for customized use for County.

· Benchmark public and private sector models.

· Identify workplace trends and organizational needs.

· Develop model for departments to use to conduct an annual review/assessment of their HR needs and to strategically plan for resource requirements as part of the budget process.



	Identify workforce needs of each County department to ensure it has the resources needed to deliver services to a diverse community.

· Collect and assess workforce data by department, job class, and demographics to identify turnover data, including attrition and retirement rates; projected retirement eligibility; and hard-to-fill occupational classes.

· Based on data, identify departments/job classes with the highest need.

· Design and implement database management systems to track the history of internal employee movement.

· Conduct periodic trend analysis.



	Develop a strategic plan in partnership with the CAO and departments to meet their human resources needs.

Recruitment and Outreach

· Partner with departments to forecast their staffing needs based on workforce data.

· Develop individualized recruitment strategies to meet departmental needs, including; strategies for hard-to-fill occupational classes; strategies to address short-term and long-term resource needs.

· Develop outreach strategies to attract a diverse pool of well-qualified applicants.

· Develop internship programs with colleges, universities, and vocational and technical schools.

· Develop partnerships and outreach programs with Montgomery College and the business community to inform/educate and attract applicants to County service.

· Develop outreach programs, including internship and mentoring programs, with public/private high schools to attract young adults to County service, including internships and mentoring programs.
Employee Development

· Partner with departments to identify emerging work force needs, competencies, skills, and specialized knowledge needed to successfully deliver services in the future.

· Assess current employee skills and abilities by department/occupational class.

· Create a workforce profile of existing capabilities (skill bank).

· Perform skill gap analysis to identify areas of highest need.

· Create an environment that balances promotions from within and hiring from outside.

Employee Retention

· Implement a County-wide exit interview process to track reasons behind turnover.

· Utilize climate survey data to obtain information on employee morale and working conditions.

· Partner with departments to identify organizational flexibilities and/or improvements to enhance employee satisfaction and commitment.

· Explore compensation strategies to enhance employee retention.



	Develop skills and competencies of County employees needed to succeed in management and leadership positions.

· Expand the Leadership Institute to a broader pool of County employees.

· Provide career-development opportunities for managers and staff including job assignments 

     and/or rotation, experiential programs.

· Develop a mentoring program for County employees.

· Assess the leadership strengths and development needs of County managers through use of Acumen 360.

· Promote effective performance management strategies. 

	Enhance employee career development opportunities by fostering a learning environment.

· Encourage employee use of the County’s tuition assistance program.

· Develop alternative training strategies to meet employee/departmental needs.

· Provide career developmental opportunities for employees, including:

Individual developmental plans

Job assignments and/or rotation

Coaching/mentoring program

Experiential programs.



	Put employee-friendly programs in place to attract and retain talented employees.



COMPETITIVE COMPENSATION STRATEGIES

FOR THE FUTURE

	Goal:
	Develop a flexible and cost-effective total compensation rewards philosophy for Montgomery County.



	Measurable Outcome:
	Increased employee satisfaction with pay, benefits, work life, and employee development as measured by exit survey.



	

	Broad Department Strategies 

	Develop proactive total compensation/reward strategies in pay, benefits, worklife, and employee development.


	Establish a total rewards steering committee to guide the study and implementation of special compensation initiatives.


	Address specific recruitment and retention issues with a total compensation/rewards strategy in mind.


	Develop and employ a variety of innovative compensation strategies (i.e. “toolbox”) to address specific issues that will meet the needs of departments.


	Develop a compensation system that allows OHR to serve as a consultant to managers in making pay decisions (i.e., one size doesn’t fit all).


	Increase employee understanding of total rewards and compensation as an investment in the quality of their career and worklife experiences.  


	Base rewards primarily on individual performance and competencies.
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