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County Executive      
FY23 COUNTY EXECUTIVE RECOMMENDATION 

Office of the County Executive 
FY22 

Approved 
FY23 

CE Recommended  
Change from 

FY22 Approved 

Total Expenditures (General Fund) $5,716,382 $7,470,074 30.7% 

Personnel Costs $4,772,722 $5,548,825 16.3% 
32.7 FTEs 36.8 FTEs 4.1 FTEs 



 

 

Operating Costs $943,640 $1,921,249 103.6% 

 
 
Introduction 
 
The Office of the County Executive provides “leadership to the community and administrative 
direction to the County’s departments and offices”.  The total recommended FY23 Operating Budget 
for the Office of the County Executive is $7,470,074, an increase of $1,753,712 or 30.68 percent from 
the FY22 Approved Budget of $5,716,362. Personnel Costs comprise 74.28 percent of the budget for 
43 full-time position(s) and six part-time position(s), and a total of 36.78 FTEs. Total FTEs may 
include seasonal or temporary positions and may also reflect workforce charged to or from other 
departments or funds. Operating Expenses account for the remaining 25.72 percent of the FY23 
budget.  Details of the budget submission are on @1-6. 
 
In order to better understand the activities and changes within the recommended budget, Council staff 
raised a number of questions in the Policy, Management and Operations domains, and received the 
following responses from the Executive branch.  It might be helpful for the Committee to review each 
answer and provide suggestions and direction during the worksession. 
 
Council staff recommends the acceptance of the recommended budget at the level of $7,470,074 that 
the County Executive has recommended. 
 
 

Policy Questions 
 

1. The Council has Racial Equity and Social Justice (RESJ) as a high priority; how are the 
resources in the CE office focused on this topic, and their performance evaluated? Is 
there a baseline established? 

One of the County Executive’s top priorities is to ensure racial equity and social justice is a core principle in 
all County decision making. Therefore, in his first year as the County Executive, he created the Office of 
Racial Equity and Social Justice (RESJ). This Office has been charged to ensure race is not a predictor of 
outcomes for County residents, to assist departments to examine their own policies, procedures, and practices 
to determine if they are creating or exacerbating current racial disparities in the County and to assist 
departments in developing more equitable practices and policies. The Office of the County Executive 
does not work directly with different population groups, but instead oversees implementation of these 
programs within the principal and non-principal County departments and proactively meets with 
departmental senior staff to ensure these important metrics are being tracked. 

The Executive’s FY23 Operating Budget includes many investments across departments that further racial 
equity and social justice, for more detailed information on these investments please review the Racial 
Equity and Social Justice Chapter within the FY23 Recommended Operating Budget. The Office of Racial 
Equity and Social Justice developed the Operating Budget Equity Tool (BET), training, and guidance 
manual based on engagement with peer jurisdictions and research about leading practices in the 

https://apps.montgomerycountymd.gov/BASISOPERATING/Common/Chapter.aspx?ID=REQ
https://apps.montgomerycountymd.gov/BASISOPERATING/Common/Chapter.aspx?ID=REQ


 

 

development of racial equity tools. The tool has been incorporated into The Office of Management and 
Budget's oversight of the budget process and the tools utilization will continue to evolve through 
subsequent budget cycles. The goal of the BET is to bring attention to racial inequities before budget 
decisions are made and allocate resources in ways that contribute to reducing and ultimately eliminating 
racial inequities in the County. Additionally, the Office of Racial Equity and Social Justice worked with 
Assistant Chief Administrative Officers on strategic planning and major initiatives (during FY22) such 
as Reimagining Public Safety (e.g. ensuring equitable representation on the Police Accountability Board) 
and economic and community development/revitalization (e.g. spreading awareness and developing 
strategies to build a more “just economy”). 

As far as some examples related to specific efforts by the Office of the County Executive, would be 
noncompetitive contracts such as the Hispanic Chamber of Commerce, the Latino Economic 
Development Corporation, the Black Chamber of Commerce of Maryland (including a $750K FY23 
investment), the Black Business Council (including a $127K FY23 investment), and the Foundation for 
Asian Pacific American Chamber of Commerce of Montgomery County, Inc. The Office of the County 
Executive staff works closely with these vendors to ensure they are aware of the County Executive’s 
priorities surrounding this critical issue and to ensure they monitor their own policies, procedures, and 
practices accordingly. 

 

2. The Customer Service Initiative (CSI) reflects a useful effort to coordinate all touch 
points (both listening and responding) to residents; how are the investments in various 
departments organized and managed within the CE office to ensure success? Please 
provide the governance mechanism in place or planned. 

The Customer Service Initiative was formed to ensure that every person who interacts with Montgomery 
County Government has a positive experience. The initiative is human-centered, meaning that everything we 
do starts from the perspective of our customers, such as residents, businesses and visitors. Skillsets in civic 
design, process improvement, technology and data analysis contribute to department, cross-department, 
and countywide efforts to improve our interactions with customers. 

 
The CSI is led by an Oversight Committee chaired by Deputy Chief Administrative Officer Fariba Kassiri. 
This governing body is comprised of 5 permanent voting members, three voting members on a rotating 
basis to provide representation from departments, and contributors that provide insight from various 
customer communities. The Oversight Committee will meet on a quarterly basis to guide the work of the 
initiative as well as make decisions about the allocation of resources as necessary. There are also 3 sub- 
committees performing the work of this initiative: Process Improvement & Planning, Data Analysis & 
Reporting and Technology. The sub-committee’s partner with using departments to learn about their 
customers, identify needs and improve the overall customer experience. The investment of staff time and 
resources in FY22 has been allocated to identifying touchpoints and deficiencies in services and 
communication with customers of all types, any monetary investments identified will be discussed during 
the FY24 budget development. 

 



 

 

Attached you will find documents that further highlight the work and structure of the CSI. As an example, 
we have included slides from the initiative kickoff, a summary of current projects and the agenda from our 
most recent oversight committee meeting. (See @7-33). 

 
3. At a time of scarce resources, CEX budget has grown by 30%+. Please explain in detail. 

The pandemic shed light on many areas within the community that need to be addressed. The County 
Executive’s budget reflects this shared understanding and enlightenment provided by the COVID-19 
emergency across many service areas (e.g., Food Insecurity, Mental Health, etc.). One of these areas, which is 
present within the Office of the County Executive budget, is Business and Community Development. The 
pandemic showed us 1) the financial fragility of many small businesses, 2) the significant impact that 
COVID-19 had on these businesses, and 3) government’s need to interact and develop resilience within this 
community. The County Executive has addressed this programmatic need by consolidating and restoring the 
business development resources needed to better reach and serve business owners, entrepreneurs, and 
future entrepreneurs within Montgomery County. Of the $1.8 million increase from the FY22 Approved 
Operating Budget to the FY23 County Executive Recommended Budget, $1.3 million or 74% is programmed 
for the enhancement of the Montgomery County Business Community which includes: 

• Funding to Address Historical Disparities in the Black Business Community, and to provide 
training and resources to the Montgomery County Business Community ($877,00). This 
allocation will include a $750,000 grant to the Black Chamber of Commerce, and $127,000 
grant to the Black Business Council. Funding to the Black Chamber of Commerce will allow 
for increased outreach and engagement throughout the Montgomery County business 
community, enabling the development of a Small Business Lending Program, and provide 
funding for technical assistance, training, capacity building, and resources to businesses 
throughout the County. The funding to the Black Business Council will allow for the growth 
of a database and information sharing initiative for the County's MFD Program. 

•  Transfer of two Small Business Liaisons within the Business Advancement Team ($225,622). 
These positions will be focusing on helping small businesses get started, grow, and thrive in 
Montgomery County. 

• Restoration of the Development Ombudsman ($215,683). A Development Ombudsman was 
appointed to focus on building stronger relationships with industry partners and other State and 
local entities, and to facilitate the resolution of systematic issues and projects associated with 
business development. 



 

 

Management Questions 
 

 

1. Please provide an organizational chart indicating offices and individuals responsible for 
the major initiatives listed in the budget 

 

Portfolios and Assignments – July 2022 

Deputy Chief 
Administrative Officer 

Assistant Chief Administrative Officers 

Fariba Kassiri Sonia Mora Earl Stoddard Jake Weissmann 

 
Supervision: 
 Directors of Non-Principal 

Offices (CUPF, HRC, CFW, 
OCP, RSCs, MCERP, BOE, 
OAG, OAS, OGA) & Internal 
Audit, Innovation, Climate 
Change Programs 

 
Oversight: 
 Countywide Personnel, 

Privacy and Administrative 
Procedures 

 Implementation of Internal 
Audit, IG & OLO Reports’ 
Recommendations 

 
Coordination: 
 Cost Efficiency and Process 

Improvement 
 Executive Regulations 
 Executive Recruitments 
 Management Retreats & 

Trainings 
 Internal Communication 

Across Departments 
 Awards & Partnerships (MLS 

LEADS, NACo, 
ICMA, COG, Leadership 
Montgomery, etc.) 

 Inspector General Audits & 
OLO Reviews 

 Inclement Weather Response 
 
CAO Designee on 
Boards/Committees: 
 DC Water Board 
 Strathmore Hall Foundation 

Board 
 Interagency Coordinating 

Board 
 Contract Review Committee 
 COG CAO Committee (Alt.) 

 
Oversight: 
 Early Child Care and 

Education Initiative 
 Children and Families Related 

Matters 
 Montgomery County Public 

Schools and Montgomery 
College Youth and Families 
Support Systems and Services 

 
Coordination: 
 Immigrant Related Issues, 

Activities and Programs 
 Positive Youth Development 

Matters Across County 
Departments (Recreation, 
Library, HHS, Police), 
Montgomery County Public 
Schools and Montgomery 
College 

 
CAO Designee on 
Boards/Committees: 
 Seneca Heights Apartments 

Board of Governance 
 Positive Youth Development 

Initiative 
 
Lead POC For: 
 Montgomery County Public 

Libraries 
 Racial Equity and Social 

Justice 
 Recreation 
 Montgomery College 
 Montgomery County Public 

Schools 

 
Supervision: 
 Director of OEMHS 

& Vision Zero 
Coordinator 

 
Oversight: 
 Criminal Justice 

Coordinating 
Commission 

 Reimagining Public 
Safety Efforts 

 Vison Zero 
 
 
 
 
Coordination: 
 Emergency 

Response Related 
Matters 

 
CAO Designee on 
Boards/Committees: 
 Criminal Justice 

Coordinating 
Commission 

 Victim Services 
Advisory Board 

 Vision Zero 
Steering 
Committee 

 
Lead POC For: 
 Health and Human 

Services 
 Correction & 

Rehabilitation 
 Fire & Rescue 

Services 
 Police 
 Emergency 

Management & 
Homeland Security 

 
Supervision: 
 Special Projects 

Manager 
 
Oversight: 
 Economic 

Development & 
Business 
Advancement 
Activities 

 
Coordination: 
 Economic 

Development Strategy 
and Implementation 
Across County/State 
Agencies and Other 
Partners 

 Maryland-National 
Capital Park & 
Planning /Land Use 
Matters 

 Utility Matters (WSSC, 
PEPCO, BGE, Potomac 
Edison, Washington 
Gas, Verizon) 

 Franchise Agreements 
 
CAO Designee on 
Boards/Committees 
 Montgomery County 

Economic 
Development 
Corporation (MCEDC) 

 Revenue Authority 
 
Lead POC For: 
 Housing Community 

and Affairs 
 Permitting Services 
 Transportation 
 Environmental 

Protection 



 

 

 

Lead POC For: 
 Agriculture 
 Alcohol Beverage Services 
 Animal Services 
 Board of Elections 
 Community Engagement 

Cluster 
(RSCs, OCP & CFW) 

 Community Use of Public 
Facilities 

 Consumer Protection 
 County Attorney 
 Finance 
 General Services 
 Grants Management 
 Human Resources 
 Human Rights Commission 
 Intergovernmental Relations 
 Labor Relations 
 Management & Budget 
 MC Employee Retirement 

Plans 
 Procurement 
 Public Information 
 Technology and Enterprise 

Business Solutions 
 Inspector General & Ethics 

Commission 

  Sheriff’s Office 
 State’s Attorney’s 

Office 

 Washington Suburban 
Sanitary Commission 

 Housing Opportunities 
Commission 

 Montgomery County 
Economic 
Development 
Corporation 

 Montgomery County 
Revenue Authority 

 Maryland-National 
Capital Park & 
Planning Commission 

 

CAO Signature Authority 
In the absence of the DCAO, all ACAOs share signature authority depending on availability 

 
 Personnel Actions/Salary 

Admin/Grievances 
 Disability Retirements 
 Administrative Procedures 

(APs) 
 Countywide Broadcast 

Email Approvals 
 Knowledge Transfer 

Contracts & Position 
Exemptions 

 SMT Non-Local Travel 
Approvals 

 Contracts, Grants, MOUs 

 
 Contracts, Grants, MOUs 

 
 Contracts, Grants, 

MOUs 

 
 Contracts, Grants, 

MOUs 



 

 

2. Climate change staffing is enhanced by $91,934- how will this position coordinate with DEP 
and other relevant agencies? And what will it accomplish that the departments cannot on 
their own? 

The Climate Funding and Performance Specialist will work collaboratively with the Climate Change Officer 
and other Montgomery County Government staff involved on climate initiatives to increase access to grant and 
philanthropic funding for climate change action. Both the Climate Funding and Performance Specialist position 
and the Climate Change Officer position are housed in the Office of the County Executive and are intended to 
coordinate across departments and agencies. 

This position will enhance the County’s ability to access and leverage external resources in order to accelerate 
progress on climate action. Currently, the County lacks the capacity to fully take advantage of grant opportunities 
related to climate and energy. With the recent passage of the federal Infrastructure Investment and Jobs Act, 
there is an increased need for staff resources dedicated to securing and implementing grants related to climate and 
energy issues. A dedicated climate funding and performance specialist will enhance the County’s capacity to 
research new grant opportunities, develop and submit proposals, and assist with the operational requirements 
related to grant programs. 

The position will also be responsible for collaborating with departments to track and report on progress on 
climate initiatives, such as through monthly expenditure reports to Council, quarterly progress updates on the 
climate work plan, and regular updates to a climate metrics dashboard. The Climate Funding and Performance 
Specialist will be involved in defining and updating climate metrics as needed, including climate equity metrics, 
in collaboration with departments and community stakeholders. 

 

3. BAT is increased by more than $1m. Is there management capacity to absorb this increase? 
And what is included in the $877,000 item added? 

The Business Advancement Team management resources are shared between ACAO Jake Weissman, the Business 
Advancement Team Manager—Judy Costello, and the Economic Development Manager (currently vacant). This 
team of professionals is equipped to manage the additional resources being added to the Business Advancement 
Team. The Business Advancement Team is comprised of the following positions: 

• Small Business Navigator – The responsibilities of the Small Business Navigator are delineated in County Section 
2-25B(c). 

• Fiscal & Policy Analyst –currently is overseeing the County incubator programs, and is 
supporting County’s Conference Center activities and a number of County contracts (e.g., with MEDCO, 
Launch). 

• Program Manager – currently responsible for the day-to-day financial aspects of all of the tenants in the 
incubators and for contracts related to the upkeep of the incubators, facility staff, etc. (I.e. JLL) 

• Program Manager –currently responsible for managing a variety of County finance programs including the 
MOVE and SBIR Matching grants 

• Administrative Specialist –currently the Contract Specialist for the BAT team and works to ensure that 
procurement, reporting, and payment activities for these contracts are compliant. 

• Business Liaison Officer –currently works with small businesses to cut through bureaucratic hurdles and 
provide assistance navigating administrative processes within County Government and external processes 
including financial institutions, State and federal institutions, etc. 

• Two additional Business Liaison Positions – These two positions, together with the already existing Business 
Liaison position will provide increased communication and proactive problem- solving support to businesses 
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throughout the County looking for assistance and guidance in their efforts to start, sustain, and grow their 
businesses. 

• Three Incubator Positions – These positions will provide extra support to incubator tenants and the BAT team 
with a special focus on entrepreneurship program development, marketing and promotion, and metrics. 

The $877,000 allocation will include a $750,000 grant to the Black Chamber of Commerce, and $127,000 grant to 
the Black Business Council. Funding to the Black Chamber of Commerce will allow for increased outreach and 
engagement throughout the Montgomery County business community, enabling the development of a Small 
Business Lending Program, and provide funding for technical assistance, training, capacity building, and resources 
to businesses throughout the County. The funding to the Black Business Council will allow for the growth of a 
database and information sharing initiative for the County's MFD Program. 

 

Operations Questions 
 

 

1. Please provide work plans for the individual programs (BAT, Innovation Program, CJCC, 
Constituent Services) 

Please find attached management reports for requested programs (See @29-43). Further information regarding 
programs within the Office of the County Executive can be found on the Office of the County Executive Webpage. 

2. Are there positions currently funded but unfilled in the CE Office? What is the total dollar 
value of these unfilled positions? 

Positions currently funded but unfilled in the CE Office as of April 22, 2022: 
 

• One Economic Development Manager (MIII) 
• One Performance Management Data Analyst III (Grade 25) 
• One Public Administration Associate (Grade 16) 

The estimated FY22 lapse saving associated with the vacant positions listed above is approximately $187,419. 

 
3. In prior years, CountyStat organized monthly reviews of specific departments in front of the 

CAO and CE, and published the result so the public was aware of departmental 
performance. Does this practice continue now that County Stat is within OMB? 

CountyStat, Montgomery County Government’s performance management and data analytics team continues 
to institutionalize data-informed decision making within County Government. The office has three main 
focuses: 1) performance measures development, reporting, and monitoring (i.e., accountability, transparency, 
and oversight). The office continues to collect and monitor hundreds of performance measures that are 
published within the Montgomery County Operating Budget and on the CountyStat website. 2) leveraging 
administrative and other public (e.g., Census) data to support data- informed decisions and policymaking (i.e., 
decision support); and 3) ad hoc and on-request projects and initiatives that require data, analysis, and/or 
objective research (i.e., internal consulting). The transfer of CountyStat from the Office of the County Executive 
to the Office of Management and Budget (OMB) was a strategic move to better align performance and 
operations and the budget development process. 

https://www.montgomerycountymd.gov/exec/index.html
https://www.montgomerycountymd.gov/exec/index.html
https://apps.montgomerycountymd.gov/BASISOPERATING/Common/Index.aspx
https://www.montgomerycountymd.gov/countystat/dept_performance.html
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The formal recurring CountyStat meetings that exemplified the early years of this office are now largely 
reserved for departments and issues demonstrating acute poor performance and select high-level topics such as 
MC311 and are facilitated in a more collaborative manner. Performance issues that are identified are largely 
addressed directly with departments, collaborating with all levels of staff including Division Chiefs, Program 
Managers, and front-line employees. CountyStat often acts in a “convener” role for a variety of strategic priorities 
that cut across departments and stakeholders (e.g. Reimaging Public Safety, Covid-19 Response, Customer 
Service Initiative (CSI), etc.). In this evolved model, CountyStat provides on-going support through meeting 
facilitation, data analytics, and visualization, and other assistance to departments on a by-request basis. 

 



County ExecutiveCounty Executive

RECOMMENDED FY23 BUDGETRECOMMENDED FY23 BUDGET

$7,470,074$7,470,074
FULL TIME EQUIVALENTSFULL TIME EQUIVALENTS

36.7836.78

✺ MARC ELRICH,  COUNTY EXECUTIVE

MISSION STATEMENT
The Office of the County Executive provides leadership to the community and administrative direction to the County's departments and
offices. The Office is committed to providing accurate, timely, and effective support to the County Executive and the Chief Administrative
Officer (CAO) as they carry out their responsibilities to residents and employees of Montgomery County in an atmosphere that is
characterized by excellence, efficiency, openness, equity, and integrity.

BUDGET OVERVIEW
The total recommended FY23 Operating Budget for the Office of the County Executive is $7,470,074, an increase of $1,753,712 or 30.68
percent from the FY22 Approved Budget of $5,716,362. Personnel Costs comprise 74.28 percent of the budget for 43 full-time position(s)
and six part-time position(s), and a total of 36.78 FTEs. Total FTEs may include seasonal or temporary positions and may also reflect
workforce charged to or from other departments or funds. Operating Expenses account for the remaining 25.72 percent of the FY23 budget.

COUNTY PRIORITY OUTCOMES
While this program area supports all seven of the County Executive's Priority Outcomes, the following are emphasized:

❖ An Affordable, Welcoming County for a Lifetime

❖ Thriving Youth and Families

❖ Easier Commutes

❖ A Greener County

❖ Effective, Sustainable Government

❖ Safe Neighborhoods

❖ A Growing Economy

INITIATIVES
✪ The County Executive is providing funds to address disparities in the Black Business Community and to provide training and

resources to the Montgomery County Business Community.

✪ In order to equitably meet the County's greenhouse gas reduction goals and increase resilience in the face of climate hazards, the
County Executive is providing funds to create a Climate Change Officer position to lead this work.

✪ In support of the Montgomery County Business Community, additional funding is being provided for the Business Advancement
Team. This funding will enable increased communication and support to businesses throughout the County looking for assistance and

County Executive General Government 25-1
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guidance in their efforts to start, sustain, and grow their businesses.

✪ The County Executive has launched an initiative to improve the experience of small retail and restaurant businesses in their
interactions with County government services.

✪ To better serve residents, the County Executive's Office has initiated a cross-departmental effort to improve the experience of
residents across County services by implementing cohesive and equitable customer service solutions through process improvement,
technology, and measuring performance.

✪ In an effort to provide job coaching and placement services to County residents and expand career paths and opportunities for all
citizens, the County Executive is providing continued support for Worksource Montgomery's programs.

✪ In December 2021, a Development Ombudsman was appointed to focus on building stronger relationships with industry partners and
other State and local entities, and to facilitate the resolution of systematic issues and projects associated with business development.

INNOVATIONS AND PRODUCTIVITY IMPROVEMENTS

✹ The Office of Internal Audit completed and published ten audit reports (FY21 and FY22, to date) on a wide array of programming.

✹ Working with Departments, the Office of Internal Audit has seen continued progress in closure of open recommendations from the
Office of the Inspector General, Office of Legislative Oversight, and Internal Audit reviews, maintaining the closure rate of 87% or
better for all audit recommendations.

✹ The Innovation Team enhanced support for the County employee Accelerator community using structured problem solving to
deliver rapid process improvement to users. In FY22, Accelerator projects ranged from making it easier for Health and Human
Services clients to schedule appointments to improving the dental referral process for those experiencing homelessness.

✹ The Innovation Team partnered service designers with County departments seeking human-centered design capacity to make online
311 information clearer to residents, improve job ad language to reduce gender bias in hiring, map Board of Elections processes for
transparency and streamlining, reduce administrative burden in police recruitment, and engage residents in visioning for the future of
libraries.

PROGRAM CONTACTS
Contact Taleah Parker of the Office of the County Executive at 240.777.2516 or Thomas Tippett of the Office of Management and
Budget at 240.777.2628 for more information regarding this department's operating budget.

PROGRAM DESCRIPTIONS

✺✺ AdministrationAdministration
The Administration program provides budget development and analysis, fiscal and inventory control, personnel and payroll management,
training and supervision, procurement, and contract administration.

FY23 Recommended Changes Expenditures FTEs

FY22 Approved 112,500 1.00

Multi-program adjustments, including negotiated compensation changes, employee benefit changes, changes due to
staff turnover, reorganizations, and other budget changes affecting multiple programs.

2,693 0.00

FY23 Recommended 115,193 1.00

✺✺ Business Advancement TeamBusiness Advancement Team
The Business Advancement Team serves as a visible point of entry for the business community by coordinating the delivery of County
services and projects related to business development. The office guides business clients in identifying where to go for assistance, and ensures
results-driven relationships and projects with related business development organizations outside the realm of County government.

25-2 General Government FY23 Operating Budget and Public Services Program FY23-28
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FY23 Recommended Changes Expenditures FTEs

FY22 Approved 905,239 5.00

Add: Funding to Address Disparities in the Black Business Community and to Provide Training and Resources to the
Montgomery County Business Community

877,000 0.00

Shift: Two Positions from The Community Engagement Cluster 225,622 2.00

Shift: Community Grants moved from Community Grants Non Departmental Account to The County Executive's
Base

66,250 0.00

Increase Cost: Six Percent Inflationary Increase to Non-Profit Service Provider Contracts 4,500 0.00

Shift: Mid-Year Change - Position from Business Advancement Team to Innovation Accelerator (107,067) (1.00)

Multi-program adjustments, including negotiated compensation changes, employee benefit changes, changes due to
staff turnover, reorganizations, and other budget changes affecting multiple programs.

22,105 0.00

FY23 Recommended 1,993,649 6.00

✺✺ CAO - Supervision & Management of Executive Branch DepartmentsCAO - Supervision & Management of Executive Branch Departments
The Chief Administrative Officer (CAO) oversees the operations and services of all departments and offices of the Executive Branch. The
CAO also advises the County Executive on all administrative and government operations/service-related matters and coordinates final review
and decision-making on policies, programs, service delivery, budgets, legislation, regulations, and related matters. The CAO uses the following
to carry out his responsibilities: 1) The Constituent Services section coordinates responses to correspondence and electronic mail from our
residents and identifies community/residents' concerns that require special attention/response; 2) The Innovation Program provides space
and support for workers to collaborate cross-departmentally as they improve processes, reduce costs and errors, and improve constituent
service; 3) The Business Advancement Team administers programs to support the growth and expansion of businesses in the County and
serves as the business community's point of entry into the County government, providing direct services such as training and technical
assistance through Business Connect, assistance with County processes and procedures, and economic development project incentives. The
Business Advancement Team also manages the County's incubator network system and coordinates the implementation of the White Oak
and White Flint Master Plans; and 4) The Criminal Justice Coordinating Commission (CJCC) seeks to enhance cooperation among the
agencies involved in the criminal justice system in Montgomery County and to ensure that they address the issues facing the system.

FY23 Recommended Changes Expenditures FTEs

FY22 Approved 2,696,335 17.70

Restore: Mid-Year Creation- Development Ombudsman Position 215,683 1.00

Add: Climate Funding and Performance Specialist Position 75,782 1.00

Add: Mid-Year Creation- Climate Change Coordinator Position 16,152 0.08

Multi-program adjustments, including negotiated compensation changes, employee benefit changes, changes due to
staff turnover, reorganizations, and other budget changes affecting multiple programs.

142,901 0.00

FY23 Recommended 3,146,853 19.78

✺✺ County Executive - Policy Planning and DevelopmentCounty Executive - Policy Planning and Development
The County Executive oversees the enforcement of the laws of Montgomery County and provides executive direction to all departments
and offices of the County government. The County Executive develops policies; proposes services, programs, budgets, and legislation to the
County Council; adopts Executive Orders and Regulations; and appoints citizens to boards, committees, and commissions.

FY23 Recommended Changes Expenditures FTEs

FY22 Approved 1,074,732 6.00

Multi-program adjustments, including negotiated compensation changes, employee benefit changes, changes due to
staff turnover, reorganizations, and other budget changes affecting multiple programs.

55,016 0.00

FY23 Recommended 1,129,748 6.00

✺✺ InnovationInnovation
The Innovation Program provides space and support for workers to collaborate cross-departmentally as they improve processes, reduce
costs and errors, and improve customer service.

County Executive General Government 25-3
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FY23 Recommended Changes Expenditures FTEs

FY22 Approved 382,889 2.00

Shift: Mid-Year Change - Position from Business Advancement Team to Innovation Accelerator 107,067 1.00

Multi-program adjustments, including negotiated compensation changes, employee benefit changes, changes due to
staff turnover, reorganizations, and other budget changes affecting multiple programs.

47,214 0.00

FY23 Recommended 537,170 3.00

✺✺ Internal AuditInternal Audit
The Internal Audit program provides independent strategic risk-based auditing services. The core function of this program is to improve
internal controls and provide reasonable assurance of reliable financial reporting; effective and efficient operations; legal and regulatory
compliance; fraud investigations and deterrence; and the safeguarding of County assets.

FY23 Recommended Changes Expenditures FTEs

FY22 Approved 544,667 1.00

Multi-program adjustments, including negotiated compensation changes, employee benefit changes, changes due to
staff turnover, reorganizations, and other budget changes affecting multiple programs.

2,794 0.00

FY23 Recommended 547,461 1.00

BUDGET SUMMARY
Actual

FY21
Budget

FY22
Estimate

FY22
Recommended

FY23
%Chg

Bud/Rec

COUNTY GENERAL FUND
EXPENDITURES
Salaries and Wages 3,475,080 3,831,253 3,876,407 4,447,162 16.1 %
Employee Benefits 888,790 941,469 889,484 1,101,663 17.0 %

County General Fund Personnel Costs 4,363,870 4,772,722 4,765,891 5,548,825 16.3 %
Operating Expenses 2,201,129 943,640 1,202,029 1,921,249 103.6 %

County General Fund Expenditures 6,564,999 5,716,362 5,967,920 7,470,074 30.7 %
PERSONNEL
Full-Time 36 35 35 43 22.9 %
Part-Time 6 6 6 6 ----
FTEs 33.70 32.70 32.70 36.78 12.5 %

County General Fund Revenues 0 0 0 0 ----

GRANT FUND - MCG
EXPENDITURES
Salaries and Wages 10,961 0 0 0 ----
Employee Benefits 0 0 0 0 ----

Grant Fund - MCG Personnel Costs 10,961 0 0 0 ----
Operating Expenses 7,068,448 0 0 0 ----

Grant Fund - MCG Expenditures 7,079,409 0 0 0 ----
PERSONNEL
Full-Time 0 0 0 0 ----
Part-Time 0 0 0 0 ----
FTEs 0.00 0.00 0.00 0.00 ----

REVENUES
Federal Grants 1,160,117 0 0 0 %
State Grants 23,926,296 0 0 0 %

Grant Fund - MCG Revenues 25,086,413 0 0 0 ----

DEPARTMENT TOTALS
Total Expenditures 13,644,408 5,716,362 5,967,920 7,470,074 30.7 %
Total Full-Time Positions 36 35 35 43 22.9 %
Total Part-Time Positions 6 6 6 6 ----
Total FTEs 33.70 32.70 32.70 36.78 12.5 %

25-4 General Government FY23 Operating Budget and Public Services Program FY23-28
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BUDGET SUMMARY
Actual

FY21
Budget

FY22
Estimate

FY22
Recommended

FY23
%Chg

Bud/Rec
Total Revenues 25,086,413 0 0 0 ----

FY23 RECOMMENDED CHANGES
Expenditures FTEs

COUNTY GENERAL FUND

FY22 ORIGINAL APPROPRIATION 5,716,362 32.70

Changes (with service impacts)
Add: Funding to Address Disparities in the Black Business Community and to Provide Training and Resources to the Montgomery
County Business Community [Business Advancement Team]

877,000 0.00

Add: Climate Funding and Performance Specialist Position [CAO - Supervision & Management of Executive Branch Departments] 75,782 1.00
Add: Mid-Year Creation- Climate Change Coordinator Position [CAO - Supervision & Management of Executive Branch
Departments]

16,152 0.08

Other Adjustments (with no service impacts)
Shift: Two Positions from The Community Engagement Cluster [Business Advancement Team] 225,622 2.00
Restore: Mid-Year Creation- Development Ombudsman Position [CAO - Supervision & Management of Executive Branch
Departments]

215,683 1.00

Increase Cost: Annualization of FY22 Personnel Costs 160,534 0.00
Shift: Mid-Year Change - Position from Business Advancement Team to Innovation Accelerator [Innovation] 107,067 1.00
Shift: Community Grants moved from Community Grants Non Departmental Account to The County Executive's Base [Business
Advancement Team]

66,250 0.00

Increase Cost: Annualization of FY22 Compensation Increases 41,736 0.00
Increase Cost: FY23 Compensation Adjustment 39,527 0.00
Increase Cost: Motor Pool Adjustment 29,516 0.00
Increase Cost: Six Percent Inflationary Increase to Non-Profit Service Provider Contracts [Business Advancement Team] 4,500 0.00
Increase Cost: Retirement Adjustment 1,067 0.00
Decrease Cost: Printing and Mail Adjustment 343 0.00
Shift: Mid-Year Change - Position from Business Advancement Team to Innovation Accelerator [Business Advancement Team] (107,067) (1.00)

FY23 RECOMMENDED 7,470,074 36.78

GRANT FUND - MCG

FY22 ORIGINAL APPROPRIATION 0 0.00

FY23 RECOMMENDED 0 0.00

PROGRAM SUMMARY
Program Name

FY22 APPR
Expenditures

FY22 APPR
FTEs

FY23 REC
Expenditures

FY23 REC
FTEs

Administration 112,500 1.00 115,193 1.00

Business Advancement Team 905,239 5.00 1,993,649 6.00

CAO - Supervision & Management of Executive Branch Departments 2,696,335 17.70 3,146,853 19.78

County Executive - Policy Planning and Development 1,074,732 6.00 1,129,748 6.00

Innovation 382,889 2.00 537,170 3.00

Internal Audit 544,667 1.00 547,461 1.00

Total 5,716,362 32.70 7,470,074 36.78

CHARGES TO OTHER DEPARTMENTS
Charged Department Charged Fund

FY22
Total$

FY22
FTEs

FY23
Total$

FY23
FTEs

COUNTY GENERAL FUND
Transit Services Mass Transit 0 0.00 151,323 0.74

Permitting Services Permitting Services 203,028 0.90 214,749 1.03

CIP Capital Fund 90,326 0.50 73,507 0.50

County Executive General Government 25-5
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CHARGES TO OTHER DEPARTMENTS
Charged Department Charged Fund

FY22
Total$

FY22
FTEs

FY23
Total$

FY23
FTEs

NDA - Conference Center General Fund 124,683 1.00 110,155 1.00

NDA - Incubator Programs - Economic Development Partnership General Fund 526,382 5.00 542,794 5.00

NDA - Vision Zero General Fund 130,702 1.00 140,020 1.00

NDA - Climate Change Planning General Fund 0 0.00 10,225 0.05

Total 1,075,121 8.40 1,242,773 9.32

FUNDING PARAMETER ITEMS
CE RECOMMENDED ($000S)

Title FY23 FY24 FY25 FY26 FY27 FY28

COUNTY GENERAL FUND

EXPENDITURES

FY23 Recommended 7,470 7,470 7,470 7,470 7,470 7,470
No inflation or compensation change is included in outyear projections.

Annualization of Positions Recommended in FY23 0 28 28 28 28 28
New positions in the FY23 budget are generally assumed to be filled at least two months after the fiscal year begins. Therefore, the above amounts reflect
annualization of these positions in the outyears.

Labor Contracts 0 153 153 153 153 153
These figures represent the estimated annualized cost of general wage adjustments, service increments, and other negotiated items.

Subtotal Expenditures 7,470 7,651 7,651 7,651 7,651 7,651

ANNUALIZATION OF FULL PERSONNEL COSTS
FY23 Recommended FY24 Annualized

Expenditures FTEs Expenditures FTEs
Climate Funding and Performance Specialist Position 75,782 1.00 104,186 1.00

Total 75,782 1.00 104,186 1.00

25-6 General Government FY23 Operating Budget and Public Services Program FY23-28
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Putting  Residents First
Guide to the Customer Service Initiative

NOVEMBER 2021
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Agenda

Our Main Mission & 
Goa ls

Meet the Tea m

Stra tegy: Civic Des ign 
Approa ch

Workpla n & Next 
Steps
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W hy a re w e forming  the 
Customer Service Init ia t ive?

Establishing a permanent framework of using resident experiences to 
improve overa ll customer service through process  improvement a nd 
innova tion.

Miss ion & Goa ls W ?
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INITIATIVE FRAMEW ORK

Customer service throughout the organization will be organized and coordinated to deliver the best experience for 
our res idents . This  includes  w hether they conta ct us  by:

Phone 

Department hotline, client 

services, customer service.

Help Desks

MC311, Department 

Help Desks

Onsite in County Facilities

Front Desks, Licensing, Applications, 

Payments

Online

Reserving venues, registering activities, 

scheduling services, making payments, 

submitting inquiries

Mission & Goals
What’s in Scope?

W ? Init ia t ive  Fra mew ork
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INITIATIVE GOALS

Establishing an MCG customer 
service governa nce structure  
to enha nce a nd coordina te  a  

unified res ident customer 
service experience.

Pos itioning res ident 
experiences  a s  a  mecha nism 

to prioritize  initia tive 
w orkpla ns .

Implementing cohes ive a nd 
equita ble  customer service 
solutions  through process  
improvement, technology 

a nd mea suring our 
performa nce

Our Goals Include:

INITIATIVE FRAMEWORKMission & Goals
What are we planning to 

accomplish?

W ? Init ia t ive  Goa ls
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Putt ing  Res idents  Firs t :
Civic Des ign Approa ch

HOW ?Strategy

(12)



What is design research?
A qualitative approach to understanding what 
people think, feel, and experience and the 
reasons behind it. This explores the experiences 
of both residents and employees to generate a 
full picture of the systems, services, and people 
involved.

When is this the right approach?
•When you want to understand what people who 
use your service experience and why they feel the 
way they do about it

•When you want to identify service improvements 
that will be appreciated and utilized by the people 
who use your service

•When you want to uncover how to change people’s 
perceptions or behaviors

(13)



What does design research look like?

•One-on-one interviews
•Research workshops
•Site visits and shadowing
•Inviting residents to document their 
experience over time

(14)



How do we ensure adequate representation in our research?

• We recruited community members who are seeking help from the county because
they are experiencing financial hardship and precarity.

• We recruited through county staff and nonprofit staff who specifically help connect
the general public with information about social safety net programs. This included
the Office of Community Partnerships and through groups such as the African
American Health Program, Catholic Charities, Chinese Culture and Community
Service Center, and Montgomery County Food Council.

• We ensured that simultaneous interpretation services were provided for residents
who speak a language other than English.

• We scheduled conversations with residents at times and places that were
convenient for them, including weekday evenings and traveling to a trusted
community place.

• We monitor our research pool against relevant demographics. User demographics
can also provide insights.
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What might you get out of this?

•Residents and employees who feel heard and
understood

•A holistic picture of what residents and
employees experience from start to finish

•An understanding of different categories of
people, including things like their needs,
challenges, and aspirations

•Areas of opportunity to improve, replicate,
elevate or eliminate
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Seeing it in action

Research: Through hours of conversations at kitchen tables, in living 
rooms, and in MDHHS offices, the Civilla team developed a deep 
understanding of the experiences of residents and caseworkers.

Insights: This understanding fueled a redesign of the application from 
the perspective of residents and caseworkers, rather than 
policy requirements and business process only.

Result: an application that was 80% shorter and could be processed in 
half the time. A successful pilot in two offices led to rolling the 
application out statewide in January 2018.

Streamlining the longest assistance application in America

Who: Civilla, a civic design consultancy, partnered with the 
Michigan Department of Health and Human Services to 
redesign the 40-page assistance application—the longest 
such form in America.
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Workpla n

Let's put together a plan to improve 
county customer service to res idents .

W orkp la n Development

01

Complete  Initia l 
Resident Resea rch

02

Review  resea rch 
results  a nd 
recommend w orkpla n

03

Fina lize  a nd a pprove 
w orkpla n

04

Ra mp up sta ffing a nd 
crea te  committee  
a ction pla ns

05

Coordina te  a cross  
committees  a nd 
implement.
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CUSTOMER SERVICE INITIATIVE

Michael Baskin & Brian 
Roberts

Process Improvement & 
Pla nning Committee

Da ve Gottesma n & Steve 
Heissner

Da ta  Ana lysis & 
Reporting  Committee

Josephine Ta o

Technology Committee

Fa riba  Ka ss iri

Initia tive Sponsor

CEX, OMB, TEBS, Community 
Pa rtnerships , Rota ting 
Selected Depa rtments  

Oversight Committee

Victoria  Lew is

Initia tive Coordina tor

Meet the Tea m
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Init ia t ive  Sponsor

Fariba Kassiri

MEET:
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MEET OUR TAMOversight Committee
Chair: Fariba Kassiri

Voting  Members :
ACAO Overseeing Business  Issues , 
Directors of OMB, TEBS, Community 
Pa rtnerships , Rota ting Selected Depa rtments
(currently, PIO, HHS & ABS)
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Process  Improvement  Commit tee

Michael Baskin
Bria n Roberts
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Da ta  Ana lys is  & 
Report ing  Commit tee

Dave Gottesman
Steve Heissner

MEET OUR TEA
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Technology Commit tee

Josephine Tao
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• Use Tea m Cha nnels
⚬ Committee
⚬ Cha irs

• Utilize Committee Skillsets
• Communica te w ith Coord ina tor

⚬ Upda tes
⚬ Cha nges
⚬ Issues/Budget Needs

Things to Remember: W ORK AS ONE TEAM
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Things to Remember: RESIDENTS FIRST

W hen Ma king  Decisions
• Keep Resident Perspective in

Focus
• Ask Civic Design Tea m for Cla rity

W hen Needed
• Select most equita ble choices
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Discuss  a n d  p rop ose  in it ia t ive  
w orkp la n

Com m it t ee  Ch a irs  (w it h  
Coord in a t o r)

Overs ig h t  Com m it t ee
Review, Priorit ize a nd Fina lize Workpla n

Com m it t ee  Ch a irs

Complete Subcommittee Recruitment 
a nd Begin Workpla n

W ha t 's  Next

NOVEMBER

Schedule Subcommittee Sessions
(Recommended Frequency 2/month)

Committee Cha irs

Sta rt  Oversight Committee (Monthly)
Oversight Committee Cha ir

Complete resident resea rch a nd 
present a ctiona ble insights

Civic Design Tea m

DECEMBER JANUARY
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Quest ions?
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Customer Service Initiative (CSI) Project Summaries as of April 6, 2022 

1 
4/6/2022 

Departmental HHS Website We will support HHS with providing a holistic view of the online 
customer experience. This includes understanding the impacts of the 
call center and portal improvements, collecting customer experience 
feedback to influence the design, and providing a cohesive flow from 
the overall county website. 

HHS Call Centers We are helping HHS develop a framework to create a unified customer 
experience while using up to four call centers (311, Internal, OESS, 
Crisis Center). First, we will try to understand how all these call centers 
work together to 1) create an efficient telephony structure, 2) 
understand future CRM needs and 3) provide a unified customer 
experience. 

HHS - L&R Process Improvement 
 

  HHS currently uses a SeamlessDocs online form for license 
applications, but then manually enter the application data to licensing 
system.  We will be enhancing the form and creating an automation 
process to load the data directly to the licensing system.  This will 
reduce the staff time and labor and improve the application process 
time.  We are also looking for option to provide status update on the 
website so that applicants can check on the status.  We have met with 
HHS team several times and are revising the SeamlessDocs form and 
developing the automation process. 

CEX- BAT Website 
 

The Small Business Experience effort aims to improve the interactions 
between MCG and small businesses, starting with retail & restaurants. 
By speaking directly with business owners, we identified the 
experience of understanding County requirements for starting a 
business as an opportunity for worthwhile improvement that can be 
acted upon immediately. We will start by leveraging what has worked 
in other governments and engage more small businesses for feedback 
to improve the County’s Business Portal website, which is often the 
first and most trusted resource for budding retail & restaurant business 
owners. Through this effort, we anticipate improving the experience of 
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Customer Service Initiative (CSI) Project Summaries as of April 6, 2022 

2 
4/6/2022 

starting a retail or restaurant business in Montgomery County, 
potentially reducing the number of violations due to being uninformed. 

Cross-Departmental 311 Process Improvements The MC311 Team is working with FIN on refining our processes to meet 
customer needs by reducing and clarifying the number of KBAs and 
nearly eliminating the need for internal transfer to Tier II CSRs by giving 
access to MUNIS to all CSRs. We are also working with DHCA on the 
redesign of their website to provide more information directly to 
renters and others, and re-writing KBAs to reflect the change in web 
site information and to direct callers to the website instead of having 
to wait for someone from DHCA to call them back. The number of KBAs 
will also shrink.  

Countywide Customer Satisfaction/Engagement Surveys We are currently collecting info from all executive branch departments 
about if/how they survey their customers regarding their experience 
and/or satisfaction, including information on methods, frequency, 
platform used, response rate, how the data is used, lessons learned, 
etc. Our intent is to use the info we gather to learn how departments 
collect and use customer feedback, and then share back the learning 
generated by the CSI with departments to improve the feedback MCG 
collects, the customer experience itself, and ultimately the outcomes 
for our customers. 

MCG Website Improvements The goal is to improve the customer experience using County 
websites.  We are in the process of upgrading the Content 
Management System (CMS), which manages 138 websites for all 
County departments and agencies.  A survey will be sent out to 
departments to collect overall website feedback and the Civic Design 
Team will interview website users to gather customer experience 
feedback as design input. We are also consulting with Gartner for 
website technologies to learn best practices on engaging customers. 
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Customer Service Initiative 

Oversight Committee Meeting 

Date: April 8, 2022

Time: 3:00-4:00

Voting Members:
Chair (Fariba Kassiri)
OMB (Jennifer Bryant)
TEBS (Gail Roper)
Community Engagement (Diane Vu)
Business Community (Jake Weissman)
Rotating Departments: HHS (Raymond Crowel), ABS (Kathie Durbin), PIO (Barry Hudson)

Subcommittee Chairs: Dave Gottesman/Steve Heissner, Michael Baskin/Brian Roberts, Josephine Tao

Contributors:  Department and Office Directors, County Council Representatives

Initiative Coordinator:  Victoria Lewis

Customer Service Initiative Objective: Customer Service throughout the organization will be organized and coordinated
to deliver the best experience for our users. This includes whether they contact us by phone, help desks, onsite in
County facilities or online.

Oversight Committee Role and Guidelines: See attached document.

Meeting Agenda 

1. Current Customer Service Efforts

Departmental o HHS Website
o HHS Call Centers
o HHS - L&R Process Improvement
o CEX- BAT Website

Cross-Department o 311 Process Improvements

Countywide o Customer Satisfaction/Engagement Surveys
o MCG Website Improvements

2. Improving Equitable Access to Customers

3. Call for Customer Service Opportunities/Projects

4. General Discussion (Priority setting, resource needs, potential issues)

5. Next Steps and Adjournment

(31)



Customer Service Initiative 

Oversight Committee Roles & Guidelines 

This document is intended to explain roles/responsibilities/structure of the Customer Service
Initiative Oversight Committee to help in making best use of committee meetings.

PURPOSE
The role of the Oversight Committee is to guide the Customer Service Initiative to meet the
strategic vision of enhancing the customer service experience for Montgomery County
residents and businesses. The Oversight Committee will provide guidance, determine
priorities, and make strategic and/or policy decisions that can affect the initiative scope
and/or resources. The committee membership was selected to provide the best possible
cross section of views to enhance and support the initiative.

CHAIRPERSON
The Oversight Committee will be led by Fariba Kassiri, Deputy Chief Administrative Officer.
The chairperson role is to: 1) lead meetings so that agendas are followed, and meetings
adjourn on-time, 2) allow all members to be heard during discussions, 3) moderate
discussions between members with differing points of view, 4) be a sounding board for staff
in the preparation of agendas and how to best involve the full Committee in work plan tasks.

VOTING MEMBERS
Voting members are specified as the CSI Chair and Directors from OMB, TEBS, Community
Engagement and the Departments currently fulfilling three rotating department slots. Voting
members will form the direction of the committee with strategic input and voting as needed.

SUBCOMMITTEE CHAIRS
Experts from areas of process improvement, technology and data analysis/performance
management have been selected to assist in CSI efforts and will attend these meetings to
listen to strategic input from the committee, provide updates on CSI efforts and follow up on
matters discussed and decided by the committee.

CONTRIBUTORS
Contributors are valued members of county government with in-depth knowledge about
various aspects of customer service-related issue that can provide ideas, guidance and
insight on community needs, county operations and services, and provide suggestions that
can help to advance the County’s customer service efforts.

ATTENDANCE
Participation of all Committee voting members in meetings is important and members should
make every effort to attend each meeting. If Committee members cannot attend, they should
inform the initiative coordinator (Victoria Lewis, Data Services Manager) before the meeting
is begins. Contributor member attendance is strongly encouraged but optional.

(32)



Customer Service Initiative 

Oversight Committee Roles & Guidelines 

QUORUM
A minimum attendance at each meeting often is needed to ensure that the different
viewpoints of Committee members are adequately represented. A quorum for this committee
will be met with fifty percent, plus one (50% + 1) of the Committee membership.

ALTERNATES
A specific list of Committee members was selected for the Oversight Committee. These
members need to attend the meetings and gain the understanding of the issues and each
other’s viewpoints needed to reach agreement on plan recommendations. However, during
circumstances when regular members cannot attend, alternate members should be identified
for each active committee member. Alternates will be able to voice opinions and vote, in the
place of the absent committee member they represent.

DECISION-MAKING
As the Committee provides advice and guidance on agenda items as needed, it will reach its
recommendations through 1) consensus, 2) voting or 3) Chairperson decision. Consensus is
defined as a recommendation that may not be ideal for each Committee member, but that
every member can live with. Voting is defined as “majority rules”. If consensus cannot be 

reached on a given issue, then voting will be used to reach a ruling. The Chairperson
reserves the right to make the final decision as needed.

SPOKESPERSONS
To consistently represent the committee’s united recommendations to participating 

departments and the public, the eight voting committee members have a responsibility to
represent the committee’s recommendation when speaking on issues as a committee
member. Any differing personal or organizational viewpoints should be clearly distinguished
from the committee’s work.

COMMITTEE RECOMMENDATIONS, MEETING AGENDAS AND MINUTES
The Chairperson, in coordination with the Initiative Coordinator (Victoria Lewis), will schedule
committee meetings, distribute agendas, prepare information/presentations for Committee
meetings, write meeting summaries, and generally seek to facilitate the Committee's
activities.

All minutes, including attendance, recommendations and decisions made, will be
documented in the Oversight Committee Microsoft Teams Channel.
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Office of the County Executive Management Report FY22-FY23 

1 

FY22-FY23 Management Report: Business Advancement Team 

Background 

On March 5, 2020, County Executive Elrich requested a bill before the County Council to 
establish a Business Advancement Team (BAT) in the Office of the County Executive that would 
include a Small Business Navigator and other team members focused on providing a wide range 
constituent services to businesses, including incubator management, economic development 
incentives and financing programs, technical assistance and support navigating through the 
County’s different departments interacting with businesses (e.g. for permits, licenses, and 
procurement opportunities.) That evening, Governor Hogan announced that the first cases of 
COVID were confirmed in the state, and the state of the county, the state, and the world 
fundamentally changed. Bill 20-20E ultimately was introduced in the Council on April 14, and 
passed unanimously by the Council on May 19, and signed into law on May 29. As described to 
the Council, the idea behind this realignment was to provide a more visible point of entry for 
businesses requiring assistance, and to more efficiently deploy County resources and staff to 
support small businesses and to assist County businesses with their interactions with other 
State, County, and local government agencies. 

Due to budgetary constraints and the global pandemic, the original vision for the BAT has not 
yet been fully implemented. Since the BAT’s inception, its primary focus has been on deploying 
numerous COVID-19 relief grants, which provided over 5,600 businesses with over $42 million 
in assistance. The team did so while also working to communicate about new and revised 
County laws and regulations affecting County businesses; managing the County’s incubators, 
economic development incentives and other financing programs (e.g. MOVE, SBIR Match), and 
the contracts which have facilitated technical assistance to numerous small businesses 
throughout the County.   

BAT staff doggedly focused on providing and distributing grants to keep County businesses 
afloat, increased communication with businesses—including with many which previously had 
not received financial support from the County managed multiple county incubators, and 
programs, and worked to ensure that even during the heights of a global pandemic businesses 
in Montgomery County continued to grow and thrive.  

FY23 Operations Plan 

With the worst of the pandemic likely in the rearview mirror, the full vision of the BAT is 
starting to come together. With the implementation of the proposed FY23 Budget, the BAT will 
be expanded to include two additional Business Liaison positions.1 Under the County 
Executive’s vision, these two new positions, together with the existing Business Liaison position 
will be responsible for enabling increased communication and support to businesses 

1The business descriptions for the two additional Business Liaison Positions proposed in the County Executives 
budget are being finalized.  They will be funded with leftover funds for FY22, are being transferred from the CEC. 
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Office of the County Executive Management Report FY22-FY23   
 

2 
 

throughout the County looking for assistance and guidance in their efforts to start, sustain, and 
grow their businesses. These liaison personnel will take a proactive approach with a focus on 
increased outreach, communication and problem-solving.  They will work closely with the 
Regional Service Center Directors and other County staff, and will be augmented and guided, in 
part, by the Small Business Navigator. 
 
In addition, the BAT staff members2 who had been transferred from the Department of Finance 
in March 2020, to manage economic development incentives, the County’s incubators, the 
Conference Center, economic development incentives, technical assistance and other programs 
position will have their work more closely integrated with that of the Business Liaison and Small 
Business Navigator positions and will receive further support from the three new positions 
outline in the FY23 Incubator NDA.   
 
The BAT now is overseen by Judy Costello, Special Projects Manager and Jake Weissmann, 
Assistant Chief Administrative Officer, and is composed of the following members and pending 
members: 
 

• Naddia Clute – Small Business Navigator – The responsibilities of the Small Business 
Navigator are delineated in County Section 2-25B(c). Ms. Clute started with the County 
on April 12, 2022, and will be tasked with fulfilling the duties as outlined in the statute. 

• Ruth Semple – Fiscal & Policy Analyst – Ms. Semple currently is overseeing the County 
incubator programs, and is supporting County’s Conference Center activities and a 
number of County contracts (e.g. with MEDCO, Launch). 

• Richard Cisneros – Program Manager – Mr. Cisneros is currently responsible for the day 
to day financial aspects of all of the tenants in the incubators and for contracts related 
to the upkeep of the incubators, facility staff, etc. (I.e. JLL)  

• Derese Bikila – Program Manager – Mr. Bikila is currently responsible for managing a 
variety of County finance programs including the MOVE and SBIR Matching grants 

• Stephanie Sawyer – Administrative Specialist – Ms. Sawyer is currently the Contract 
Specialist for the BAT team and works to ensure that procurement, reporting, and 
payment activities for these contracts are compliant.  

• Daniel Koroma – Business Liaison Officer – Mr. Koroma is currently works with small 
businesses to cut through bureaucratic hurdles and provide assistance navigating 
administrative processes within County Government and external  processes including 
financial institutions, State and federal institutions, etc.    

• Two additional Business Liaison Positions – These two positions, together with the 
already existing Business Liaison position will provide increased communication and 
proactive problem-solving support to businesses throughout the County looking for 
assistance and guidance in their efforts to start, sustain, and grow their businesses.  

• Economic Development Manager (Vacant) – This position was recently vacated by 
Laurie Boyer and will be advertised in the near future. 

 
2One of the positions originally transferred from Finance recently became vacant and an updated position 
announcement currently is under development.  
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• Three Incubator Positions – These positions will provide extra support to incubator 
tenants and the BAT team with a special focus on entrepreneurship program 
development, marketing and promotion, and metrics.  

 

The BAT team will remain focused on its original mission of providing responsive, focused 
constituent services throughout the entire county while: focus on its core mission: 
 

• Increasing meaningful engagement with more small businesses throughout the County 

• Facilitating training and technical assistance to a broader range of small businesses through 
the management of a variety of grants and partnership with community organizations 

• Developing targeted resources for the various business constituencies through the County.  

• Connecting County businesses with resources in other government agencies.  

• Increasing internal metrics and data to ensure County funds are best being utilized 

• Providing oversight and leadership on business support programs including, but not limited 
to: 

o Incubator Management 
o Economic Development incentives and financing programs 
o Business development projects 
o Business related resource and promotion initiatives 

• Provide additional small business support in collaboration with the Regional Service Centers 
and other County agencies.  

 
Conclusion 

 
The Business Advancement Team is the first point of contact – together with County internal 
and external partners – to help businesses succeed. With the funding proposed, the BAT will be 
able to increase its outreach and communication, work and assist even more businesses of 
varied types and demographic origins while continuing its work into the future.  We are excited 
about the possibilities for the BAT to accelerate and promote one of the County’s key, hidden 
strengths, its strong sole proprietor and small business community. 
 
 

(36)



Office of the County Executive Management Report FY22-FY23 

1 
 

FY22-FY23 Management Report: Innovation Team 

Mission: We support our colleagues across Montgomery County government to more deeply 

understand challenges and redesign how government serves people.  

  

In FY23, Innovation will build upon two primary streams of work – the Accelerator and service 

design support. We will grow the capacity of employees across the organization to drive rapid 

improvements and use human centered design to deliver impact on priority projects identified 

by the County Executive and Chief Administrative Officer. 

  

Accelerator: 

The Accelerator is an introduction to structured problem solving and community that engages 

employees from across government in improving processes and services. Employees identify 

challenges in their workplace and use a mixed methods approach on projects to bring about a 

more efficient, effective, and equitable government. Accelerator projects range from reducing 

printing and making it easier for clients to book appointments to reducing gender inequity in 

interview panel selection and bringing payments online. 

In FY23, the Accelerator initiative aims to: 

•      launch four new cohorts with peer mentoring support 

•      celebrate 100 Accelerator completed projects with measurable results and captured 

learnings, hosting two innovation Showcases 

•      build on the successful departmental focused introduction to innovation recently completed 

for all Procurement staff and deliver for three additional internal teams 

•      engage 60% of pre-COVID participants in a refresher experience 

The Accelerator’s core internal focus will be on strengthening support for managers of 

innovation Accelerators, improving data management, developing materials for self-paced 

learning, and building more inclusive innovation Showcases to lift up employee led innovation 

projects. 

   

Service Design: 

Civic Design Leads are responsible for delivering end-to-end service design projects from 

sourcing through evaluation while helping the organization put the people we serve at the 

center. They conduct research that builds empathy with the client, identify key insights to spark 
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innovation, co-create solutions, launch prototypes, and help teams take services live. Projects 

seek to enhance the experience of services for residents, businesses, and employees.   

In FY23, service designers will be deployed to critical cross departmental challenges including: 

•      Improve the sourcing, recruiting, and hiring of new employees to reduce administrative 

burden and racial inequity (in progress) 

•      Improve police recruitment outcomes (in progress) 

•      Improve the experience of small businesses in their interactions across County services (in 

progress) 

•      Facilitate cross departmental racial justice teams in operationalizing their understandings on 

a common challenge (in development) 

•      Support projects coming from the Customer Service Initiative 

•      Provide facilitation support for climate ambassadors to enhance effectiveness 

Bringing a new skillset and approach to Montgomery County government, the Civic Design 

Leads are rapidly prototyping project types to determine where they can have the greatest 

impact for those we serve. For example, the service design team is currently leading a human 

centered strategic planning process for Libraries and has received interest from other 

departments looking for similar services. At the conclusion of the Libraries strategic planning 

process, the team will assess if and how human-centered strategic planning can be used to 

drive impact and expand the bounds of departmental imagination.  
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FY22-FY23 Management Report: Criminal Justice Coordinating 

Commission 

Background 

Created: Montgomery County Code Section 2-60 (as amended 2/08) 

Purpose:  

Evaluate the organization and adequacy of law enforcement and the administration of justice in 

the County; review and comment, at the request of the County Executive or County Council, on 

programs proposed by law enforcement and criminal justice agencies for:  long-term impacts on 

the criminal justice system; feasibility; and implementation issues; respond to requests from the 

Executive, Council, and the judicial system for any analysis concerning criminal justice programs; 

educate the community about law enforcement, crime prevention, reentry of individuals to the 

community, and other criminal justice issues, promote respect for law, and encourage community 

involvement in law enforcement and other appropriate components of the criminal justice system; 

facilitate coordination of the programs and activities of County law enforcement and criminal 

justice agencies; facilitate coordination of County law enforcement and criminal justice agencies 

with those of the State and neighboring state and local governments; promote efficient processing 

of criminal cases at every stage from arrest to completion of trial and correctional programs; and 

advise the County on how to achieve fair and effective law enforcement, crime prevention, and 

juvenile justice.  The Commission makes reports and recommendations to the Executive and 

Council as it finds appropriate.  The Commission must report to the Council and Executive on 

request. 

Membership: 

32 members total (twenty are ex-officio; see list on page 3). The County Executive appoints, 

subject to Council confirmation, a member of the County Legislative Delegation selected jointly by 

the Chairs of the House and Senate Delegations; 7 members of the public, one of whom must be a 

member of the Maryland bar who practices law in the County; an employee of the Division of 

Parole and Probation in the State Department of Public Safety and Correctional Services, after 

giving the Director of the Division an opportunity to make a recommendation; an employee of the 

State Department of Juvenile Justice, after giving the Secretary of the Department an opportunity 

to make a recommendation; a member of the Commission on Juvenile Justice, after giving the 

Commission an opportunity to make a recommendation; and a member of the Victim Services 

Advisory Board, after giving the Board an opportunity to make a recommendation.   

Financial Disclosure: Not Required  

Terms: Appointed members serve three-year terms 

Chair and Vice Chair:  
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After considering recommendation of the CJCC, if any, the CE must Designate the Chair and Vice 

Chair who serve one-year terms 

Meetings: 

Meetings are currently held virtually the fourth Wednesday of every other month, from 7:30am-

9:00am.  

FY23 Meeting Dates: July 27, 2022 | September 28, 2022 | November 16, 2022* | 

Proposed: January 25, 2023 | March 22, 2023 | May 24, 2023 

*(Adjusted 1 week for Thanksgiving) 

Issues the CJCC will review in FY23: 

(In no particular order) 

Legislative Review  

Mental Health Evaluation for 1st Responders 

Mental Health Crisis Response Team  

Traffic fatalities are up nationally; Vision Zero 

Increase in Juvenile Holding/Justice Reform 

Bills: Ghost Gun Bill, Immigration Bill 

Crime Trends across the County 

Corrections & Rehabilitation Services 

Opioids 

School Safety 

CEO Program 

Police Accountability   

Website: 

We are currently updating the CJCC Website to reflect current members, agendas, minutes, and 

files.  

Currently under construction: https://cmsinternet.mcgov.org/boards/sites/CJCC/index.html 

When the site is updated, it will be routed to the public link: 

https://www.montgomerycountymd.gov/cjcc/   

Membership: 

We are currently reviewing membership requirements and vacancies 
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Staff:  

Earl Stoddard, PhD, MPH, CEM 

Assistant Chief Administrative Officer  

Phone: 240-777-2469 
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FY22-FY23 Management Report: Constituent Services 

Background: 

Residents/Constituents of Montgomery County, are provided opportunities to contact the County 

Executive with concerns, requests, campaigns, complaints, and a variety of other reasons. Avenues for 

constituents to provide these communications evolve through the years (decades) as technology and 

cultural evolve. The communication also evolves to ensure customer service is obtainable for residents 

through the Office of the County Executive (CEX). There are several workflows that make up the scope 

of constituent services operating out of the CEX. All of these workflows are coordinated through the 

County Executive Correspondence Control Manager (CECC) position. Below is a description of each 

service and how it’s managed in the CEX.  

Services: 

• Mail (Physical) – Mail is stamped, logged, scanned, and sorted. Constituent inquiries, 

complaints, suggestions, and other issues are added to the County Executive’s CRM for 

distribution to the appropriate departments and staff. Follow-up action is assigned on a case-by-

case bases.  

• Email – Emails sent to Marc.Elrich@montgomerycountymd.gov, 

county.executiveiq@montgomerycountymd.gov, ocemail@montgomerycountymd.gov are all 

filtered into the CEX CRM which is monitored by the CECC. Constituent inquiries, complaints, 

suggestions, and other issues are added to the County Executive’s CRM for distribution to the 

appropriate departments and staff. Follow-up action is assigned on a case-by-case bases.  

• Email the County Executive Webform – available on the County Executive’s homepage on the 

County website, this is a direct link for the public to email the County Executive directly. The 

message is then routed directly to the CEX through the CRM. These messages are received 

integrated in with all constituent electronic mail and distributed the same as described in the 

“Email” section above. 

• Feedback (newly implemented in 2021) – Feedback is a county website-based initiative where 

each departmental website has a “feedback” opportunity. This link is routed to the “Email the 

County Executive” webform. Once on the webform, constituents have the option to select 

“feedback” as their reason for contact or choose another issue from a dropdown provided. The 

message is then routed directly to the CEX through the CRM. These messages are received 

integrated in with all constituent electronic mail and distributed the same as described in the 

“Email” section above.  

• Campaigns – Campaigns are received by CEX through the CRM or the physical mail. The 

campaigns responses must be coordinated and tracked throughout the draft development to 

ensure they are completed and then disseminated to those who sent the campaign letters.  

• Commendations (Citations) – Requests for proclamations, certificates, letters of greeting are all 

approved through the CEX. These commendations require a formatting build, electronic 

signatures, production, and presentation coordination.  
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Conclusion: 

Each of the services listed above are managed each day at the CEX as correspondence and requests are 

received. An update to the CEX’s CRM system is currently requested through the County’s RFP process 

and will be integrated in FY23 if the approval process is completed within the window. Process are 

constantly reviewed and revised to ensure constituent services are obtainable.  
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	GO COMMITTEE #4
	M E M O R A N D U M
	FROM: Dr. Costis Toregas, Council IT Adviser
	1. The Council has Racial Equity and Social Justice (RESJ) as a high priority; how are the resources in the CE office focused on this topic, and their performance evaluated? Is there a baseline established?
	2. The Customer Service Initiative (CSI) reflects a useful effort to coordinate all touch points (both listening and responding) to residents; how are the investments in various departments organized and managed within the CE office to ensure success?...
	3. At a time of scarce resources, CEX budget has grown by 30%+. Please explain in detail.

	Management Questions
	1. Please provide an organizational chart indicating offices and individuals responsible for the major initiatives listed in the budget
	3. BAT is increased by more than $1m. Is there management capacity to absorb this increase? And what is included in the $877,000 item added?

	Operations Questions
	1. Please provide work plans for the individual programs (BAT, Innovation Program, CJCC, Constituent Services)
	2. Are there positions currently funded but unfilled in the CE Office? What is the total dollar value of these unfilled positions?
	3. In prior years, CountyStat organized monthly reviews of specific departments in front of the CAO and CE, and published the result so the public was aware of departmental performance. Does this practice continue now that County Stat is within OMB?





