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I. Introduction

A. Quantifiable Business Case Project

The Quantifiable Business Case project will review King County’s current business
operations model focusing on the Human Resources, Payroll, Financials and Budget
business areas. A business operations model includes organizational structure, business
processes, work flow and associated costs. The results of the review will be analyzed with
an eye toward determining opportunities to increase business process efficiencies and
effectiveness, and a business case will be constructed for an improved business operations
model based on cost, benefit and risk.

B. Focus Group Session Approach

Attendees of the focus group session will be subject matter experts selected by the county
for their knowledge and experience in the business function or functions to be addressed.
Session activities will include validation and refinement of the high-level business process
diagrams/charts and performance measures included in this document, as well as discussion
of business function and overall project success factors.

C. HR Planning, Selection & Placement Business Function

The Human Resources business function to be reviewed during this focus group session is
HR Planning, Selection & Placement. The goal of this business function is to place the right
person in the right job at the right time so that people are positioned to perform their work
at optimal productivity level.
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1. Business Processes Review

A. Terminology

e  Business Function. Refers to a high level grouping of business processes designed to
meet a specific business objective.

. Business Process. A discrete set of activities within a business function.

B. Confirmation of Current Business Processes and Opportunities

The following pages contain work flow diagrams for the business function(s) being
addressed by this focus group session. Depending upon the complexity of the business
function, a single diagram may be presented with each component indicating a business
process, or multiple diagrams may be presented with each indicating a business process and
each diagram component indicating a sub-process. The diagrams are followed by charts
which provide detail about the processes displayed in the diagram or diagrams.

Both the diagrams and charts are at a high-level of detail. It is not within the scope of this
project to document the county’s current business functions/processes at a fine level of
detail.

The focus group session will review the diagram(s) and charts to validate and refine the
high-level business function/processes to ensure that an accurate model of the current
business function(s) is depicted. As well, opportunities for improvement will be developed
and documented. Attendees are encouraged to review the diagrams/charts prior to attending
the session.
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HR Planning, Selection & Placement
Workforce Management & Succession

Quantifiable Business Case Project
Dye Management Group, Inc.

Service Delivery Manager responsible
11 for development or updating
Review existing
Workforce
Succession Plan

Go to
Recruitment &
Selection Strategy

1.2
Review existing
Business Plan

Attrition Projection Document includes:
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Chart Source: HR Unification Program



HR Planning, Selection & Placement

Job Review
Noﬁ}i, of Fill w/2é>2<isting

need to fill

Y

* |dentify purpose, tasks and duties of position

* Recommend class
* Attach class spec

Quantifiable Business Case Project
Dye Management Group, Inc.

classification?

If Job Code does NOT exist or duties
can be used countywide, staff creates
new Job Code and class specification

2.4
Complete Speedy
NO—¥{ PDQ (short form)

25
Conduct Job

Y

& justification
memo

Analysis

Required for:
* New Budgeted Position

* Reclassification of current vacancy

2.3
Go to

NO

2.6
Job Code
exists?

2.7
Class Comp staff
reviews or creates
new job classification
code and specification

YES

If Job Code is used countywide,
staff reviews for consistent
application of duties.

Recruitment |«

Y
2.8
210 5 Notify department of
Approves? results
YES
Y
211 2.9

Update HR/Payroll

Strateqy &
Selection Process

Chart Source: HR Unification Program

& Budget systems —VE
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Update Job Class
Specification folder/
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HR Planning, Selection & Placement
Recruitment & Selection Strategy

2.0 >

From Job Review

3.1
Vacancy Identified

\ 4

3.2
Review and align
Recruitment Strategy
with goals and plans
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Quantifiable Business Case Project
Dye Management Group, Inc.

Consider:

* Affirmative Action goals

* Special job requirements

* Long range needs

* Business plan

* Workforce & Succession Plan

* Collective Bargaining Agreements

Y

3.3
Determine targeted
market for applicant
pool

A

Consult with other
departments. Layoff
Recall and Job
Accommodation for

suggestions

NO

3.8 P
Go to Recruitment

3.7

Identify and determine

testing tools

€—YE

Review Job Analysis and consider Guiding Principles & Core
Competencies when developing testing/interviewing tools

Chart Source: HR Unification Program
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Approved?
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* Scope
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HR Planning, Selection & Placement
Recruitment

Develop specific scope and schedule of testing and selection criteria ‘

4.5
Job

Quantifiable Business Case Project
Dye Management Group, Inc.

Reassignment
4.3 conducts review
41 Send to Job 44 NO 47
Create and 4.2 ) )
S Assignment, Will contract Referrals YE
review job Approved? ) .
Layoff/Recall and override? available?
announcement R . NO
Union for review 4.6
* |—} Layoff/Recall
NO- conducts review 4.14
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Y
4.12
4.10 4.9 4.8
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: data announcement announcement
from Web site 4.15
Conduct
A :
T selection process
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times throughout the process
YES
Y
4.19
4.21 4.20 Notify Job 4.18 216
Review and make Agree with Reassignment, Prepare <€—NO .

final decision

decision?,

If disagreement still exists, appeals are handles by department
Director. Internal department processes may vary

YES

Layoff/Recall of
decision

documentation

4.23
Notify

Chart Source: HR Unification Program
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Y

YES
4.24
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HR Planning, Selection & Placement

Selection (1

of 2)

5.1
Receive and

5.2
Acknowledge receipt of

5.3
Conduct initial
screening of applicants

process
application
materials

P»| application materials,
inform applicant of
status

using job established

criteria

Applicants may be contacted several
times during the selection process

New hire packet may include
additional information beside
*1-9

* W-4

* Benefits packet

* others

S!

5.15

5.14
Enter employee
information into

Go to Selection |«
page 2

applicable hR/Payroll
system

<YE.

Chart Source: HR Unification Program

5.4
Sufficient
applicant
poll?

NO

l

Quantifiable Business Case Project

Dye Management Group, Inc.

411
Notify applicants

55 5.6
YES®»|  Identify —p|  Conduct
. interviews,
candidates .
testing, etc.
Y
5.7

Identify finalists

Verify applicant
experience, performance
& credentials

|

NO

5.11
Job offer made. |€YE
Negotiate terms

Consider Gossett
Ordinance provisions for
hiring above Step Five of
the salary plan

5.8
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reference checks

5.9

Hiring
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NO

4

5.10
Go to 5.7 OR go
to Recruitment &
Selection
Strategy
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HR Planning, Selection & Placement , . .
Quantifiable Business Case Project
Se|ection (2 Of 2) Dye Management Group, Inc.

Define, discuss & document within employee’s first week:
* Expectations

* Professional conduct

* Guiding Principles and Core Competencies

* Probation period length

Orientations include:
* Worksite

* Department

* King County (NEO)

Ensure new hire paperwork is complete

6.0 6.1 6.2 6.3 6.4
Probétion »| create érsonnel o | Review probation period - Coordinate + | Conduct periodic
Monitorin d fﬁle i expectations with 7| attendance at 7| performance
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If probation is extended, revise as YES -
needed Gossett Ordinance
requires approval prior to
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Follow approval process
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5, if applicable
Place copy in
Personnel File
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Chart Source: HR Unification Program



HR Planning, Selection and Placement

Process Inputs Outputs Method Performed By Timing Gapsrﬁi%go”u'
Workforce Man- e Existing Workforce Result of strategy e Manual HR Service Deliv- This is an ongoing Gaps and Issues

agement and Suc-
cession

Succession Plan

Perceived and/or
forecast needs in
mission critical
positions and
functions

identification effort
considering vari-
ous options to
meet identified
needs

Identification of
mission critical
positions and
functions for each
strategy alterna-
tive

Identification of
vacancies in criti-
cal positions,
functions and key
competencies

Attrition Projection
Document identi-
fying retirement
eligible employ-
ees, voluntary ter-
mination pro-
jections effects of
changing technol-
ogy on staffing,
changing commu-
nity demograph-
ics, and other fac-
tors for con-
sideration

Identification of
training and de-
velopment path
for each strategy
alternative

ery Manager
HRD Manager

Department HR
staff

Hiring authority

Department Direc-
tor

Labor EE Rela-
tions Safety

oD
Communications
HR Cabinet

Department
Budget Office

process and varies
from agency to
agency.

Public Health does
it for 6-8 months
out.

Sheriff's Dept. does
frequent testing for
promotions and
new recruits.

Agencies are more
reactive than pro-
active.

e Majority of the
agencies are not
currently doing
succession
planning for
other than im-
mediate needs

e Political limita-
tions constrict
decisions to
change some
business proc-
esses because
of hiring policies

e Perceived as
unimportant by
executives, no
appreciation for
value

e Frequent
changes in top
level agency Di-
rectors cause
shifts in direction
and focus

e This process
needs to be
more flexible for
technical and
unique criteria
for each agency

e Agencies do not
have resources
or budget to do
adequate suc-
cession planning
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Process

Inputs

Outputs

Method

Performed By

Timing

Gaps/Opportu-
nities

Identification of
resources to en-
able Succession
Plan implementa-
tion such as fund-
ing, personnel
and expertise

Alignment of
Workforce Suc-
cession Plan with
Business Plan

Approval of
changes to Busi-
ness Plan to re-
flect changes to
Succession Plan

Approval of Suc-
cession Plan

e |nadequate
availability of
personnel in-
formation, such
as, retirement
and turnover sta-
tistics

e Information that
comes from two
systems is not
consistent

Opportunities

e Asingle
HR/Payroll sys-
tem with online
capabilities

e Additional re-
sources

e Access to HRD
CDW (Consoli-
dated Data
Warehouse) da-
tabase could
provide valuable
personnel statis-
tics

o Uniformity of a
mentoring pro-
gram throughout
the county

e “How To” guide-
lines for succes-
sion planning
details such as
identifying key
positions, etc.
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Process

Inputs

Outputs

Method

Performed By

Timing

Gaps/Opportu-
nities

e Tool Box for
planning is in
progress for re-
lease in 2004

o Demographic
study of county-
wide workforce
to be used for
core group com-
petitive open
opportunities for
internal pro-
motions

e Retirement re-
porting database
including de-
partmental input
accessible
online

e Sharing of re-
sources’ infor-
mation across
agencies

¢ Demonstrate
payback for re-
source commit-
ment

e Have current
employees cre-
ate desk manu-
als

Job Review

Position needs to
be filled

Existing job classi-
fications

PDQ short form
and justification
memo with pur-
pose, tasks and
duties of position
and recom-
mended class and
class specifica-
tions

Manual

Department ad
hoc computer
systems

MSA
PeopleSoft

HR Service Deliv-
ery Manager

HRD Manager
Hiring authority

Department HR
staff

Benefits Ops

e The job review

process can take
from 2 days to 2
months

¢ Health has history

of taking from 6-8
months when un-
ion is involved

Gaps and Issues

e Currently there
are 3 job code
structures for the
same job classi-
fications

e Agencies do not
receive sufficient
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Process Inputs Outputs Method Performed By Timing Gapsrfgip;zortu-
Job Analysis out- e Class/Comp e Goal could be set feedback from
HRD on re-

put indicating if
job code exists for
position

Result of central
HR Classification
and Compen-
sation review
when job code
does not exist

New job classifi-
cation code and
specification

Updated de-
partment Job
Class Specifi-
cation folder

Updated
HR/Payroll sys-
tems with new job
code

Result of review
by central HR to
determine consis-
tent application of
duties countywide
when job code ex-
ists

e Communications

of no longer than 1
week unless union
issue

¢ Timing when taken
to Personnel Board
takes 6 months

quests for job
classifications,
or status or con-
tact during the
review process,
also feel that
process takes
too long and ap-
pears to have no
timelines or ac-
countability

Some agencies,
departments do
not feel they
should need to
request through
HRD to classify
new positions

Issues around
union and non-
union repre-
sented positions
need to be ana-
lyzed and proc-
ess defined

No defined proc-
ess for correct-
ing/re-aligning
equity among
positions with
same job classi-
fication

Classification
errors are made
over time and
create incon-
sistency in re-
sponsibilities
among em-
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Process Inputs Outputs Method Performed By Timing Gapsrfgip;zortu-

ployees in the
same job class

e Lack of stan-
dardized lexicon
of common
terms to drive
Knowledge,
Skills, Abilities
(KSA) efforts

e Lack of expertise
& consistency
among super-
visory staff in
county to deter-
mine competen-
cies

e When reclassi-
fication process
fails employee
takes to Per-
sonnel Board,
this tends to be
very litigious and
complicated
hearing taking
up to 6 months

Opportunities

e Additional re-
sources

o Develop busi-
ness processes
for one system
for consistency
throughout all
agencies

e One HR/Payroll
system would
move to a con-
sistent job cod-
ing structure




Process

Inputs

Outputs

Method

Performed By

Timing

Gaps/Opportu-
nities

Key word search
of job classifica-
tions

Interim help
would be an
automated
cross-refer-
encing of 7-digit
job code, 4-digit
MSA job code
and 6-digit Peo-
pleSoft job code

Online access to
job review status
and expectation
for completion —
status reporting,
request tracking

DES HRD should
respond to
agency regard-
ing job review
with a timeline,
contact person
and ongoing
status of request

Define the KSA
and education
required for each
job classification
and match posi-
tions to these
qualifications

Develop a check-
list to determine
if job can meet
current and fu-
ture needs

Develop a com-
mon structure
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Process

Inputs

Outputs

Method

Performed By

Timing

Gaps/Opportu-
nities

and definition of
competencies to
drive KSA and
competency pro-
files

Job codes avail-
able via county
Intranet includ-
ing additional in-
formation such
as EEO code,
default FLSA
and exempt/non-
exempt status

Develop formal
processes for
moving a job
from union to
non-union and
visa versa, and
for moving to un-
ion when em-
ployee doesn't
want to join un-
ion

Timely updates
of payroll sys-
tems with job
codes

Online resource
available to ob-
tain lists of out-
reach resources
as part of af-
firmative action
planning

Develop stan-
dard error cor-
rection process
for realigning
classifications
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Process

Inputs

Outputs

Method

Performed By

Timing

Gaps/Opportu-
nities

e Develop process
and steps with
union (example
Local 17) for re-
classification re-
views before go-
ing to Personnel
Board

Recruitment & Selec-
tion Strategy

o |dentified vacancy
with existing or
new job classifica-
tion

e Department’s Re-
cruitment Strategy
considering Af-
firmative Action
goals, special job
requirements,
long-range needs,
the department’s
Business Plan,
the department’'s
Workforce & Suc-
cession Plan, and
collective bargain-
ing agreements

e Traditional re-
cruiting markets
and suggestions
from other de-
partments, Layoff/
Recall, and Job
Accommodations

e Job Analysis
documentation
and the Guiding
Principles & Core
Competencies
document to aid in
the development
of test-

Result of review
and alignment
with department’s
Recruitment
Strategy

Determination of
appropriate re-
cruitment markets

Approval of re-
cruitment markets
by department

The recruitment
Advertising Plan
which includes
scope, schedule
and budget

Approval of the
advertising plan

Identification
and/or creation of
appropriate test-
ing tools

Manual

¢ HR Service De-
livery Manager

e Hiring authority

Hiring freeze proc-
ess can take two
weeks or more

Gaps and Issues

e Currently agen-
cies find it chal-
lenging to attract
the appropriate
applicant pool

e Advertisements
for positions in
same job classi-
fications are not
consistent

e Agencies trying
to plan for the fu-
ture have diffi-
culty executing
the plan to find
people that can
maintain the ar-
chaic systems
and move to the
new technology
with the county

e Hiring freeze
process takes
too long, es-
pecially when
immediate hire is
necessary

e Online resource
for agencies to
get lists of re-
cruitment and
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Process

Inputs

Outputs

Method

Performed By

Timing

Gaps/Opportu-
nities

ing/interviewing
tools

e Existing testing
tools

outreach re-
sources

e Response to
countywide shar-
ing of re-
cruitment in-
formation
brought out that
agencies to do
not want some-
one else’s re-
jects

Opportunities

e Hiring Freeze
Waiver should
be abolished be-
cause approvals
take time and
are granted most
of the time. If
not, process
should be
moved to re-
assignment
process to re-
duce turnaround
time

e Lists of job ac-
commodation
and layoff/recall
pool available to
use as resource
for strategy, in-
cluding profiles
of skills

o |dentify bar-
gaining units that
have unigue re-
placement proc-
esses to be con-
sidered
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Process

Inputs

Outputs

Method

Performed By

Timing

Gaps/Opportu-
nities

e Keep reoccurring
jobs clas-
sifications
needed for mul-
tiple positions
continuously
open

e Share informa-
tion among
agencies by util-
izing PeopleSoft
capabilities for
information on
candidates, ap-
plicant pool
where appro-
priate (Some
agencies had a
problem with
sharing this in-
formation or
thought cross
agency require-
ments would not
be applicable)

e Countywide re-
cruitment web-
site where appli-
cant indicates
which agencies
and locations
they are inter-
ested in applying
for specific job
classifications.
(Example is the
Washington
State website)

Recruitment

e Job classification
documentation

e Job announce-
ment

Manual

HR Service Deliv-
ery Manager

HRD Manager

¢ Hiring pool re-
sources active for

Gaps and Issues

e Job an-
nouncements
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Process Inputs Outputs Method Performed By Timing Gapsrfgip;zortu-
e Job Announce- about a year, but need to con-

ment and Ad-
vertising Plan

e Job markets and
advertising media
such as bulletin
boards, Mon-
ster.Com, the
county’s Web site,
etc.

o Application mate-
rials received from
applicant

Approval of job
announcement

Result of review of
job an-
nouncement by
Job Reassign-
ment, Lay-
off/Recall and the
Union including
possible referrals

Result of selection
process if refer-
rals are provided;
finalist identifica-
tion, hiring de-
cision, docu-
mentation of why
a referral was not
hired along with
notification of Job
Reassignment
and Layoff/Recall,
and entry of newly
hired referral into
HR/Payroll sys-
tem

Posted and ad-
vertised job an-
nouncement

Logged applicant
materials

Applicant notifi-
cations on status
of application

Department ad
hoc computer
systems

MSA
PeopleSoft

Hiring authority

Department Direc-
tor

Department HR
staff

PAO

obsolete earlier

¢ Jobs are posted on
Web site twice a
week

sistent for KSA
needed to get
the right people
into the inter-
views

Often the re-
cruitment ex-
tends to multiple
attempts to at-
tract the right
people

Reopening re-
cruitment be-
cause the wrong
people apply
Job are only
posted twice a
week

Cannot pay the
crafts people

Downsizing has
combined jobs
and insufficient
training causes
errors in recruit-
ing

Need more train-
ing on People-
Soft Applicant
Tracking (learn-
ing curve is sig-
nificant)

All positions
should not re-
quire county ap-
plication, could
require a resume
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Process

Inputs

Outputs

Method

Performed By

Timing

Gaps/Opportu-
nities

and cover letter
when appro-
priate

e “One size fits all”
online job appli-
cation is not ef-
fective for the
variety of jobs to
be filled

Opportunities

o Use of PeopleSoft
by all depart-
ments for ap-
plicant tracking

o Employment and
diversity tool box
being developed
including check-
list of all items
needed to exe-
cute a job posting
and management
classes on hiring

o Applicant pool for
positions that
needs filing on a
reoccurring basis

e Provide alter-
native online job
application for-
mats appropriate
to the job type be-
ing filled.

e Jobs should be
posted online
daily with close
date to pull auto-
matically
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Process Inputs Outputs Method Performed By Timing Gapsrfgip;zortu-
Selection Job Announce- Applicant notifi- Manual HR Service De- Gaps and Issues

ment

Application mate-
rials received from
applicant

Existing benefits
and other em-
ployee compensa-
tion package ma-
terials

Guiding Principles
and Core Compe-
tencies document

Probationary rules
and procedures

Gossett Re-
quirements

cations on status
of application

Result of initial

screening of ap-
plicants to deter-
mine if applicant
pool is sufficient

Identification of
viable candidates

Results of inter-
views and testing

Finalist identifi-
cation

Results of refer-
ence checks

Hiring decision

Job offer and ne-
gotiation

Entry of newly
hired employee
into HR/Payroll
system

Construction and
delivery of new
hire packet includ-
ing 1-9, W-4, and
benefits packet

Creation of Per-
sonnel File

Documentation of
discussing expec-
tations, profes-
sional conduct,
Guiding Principles
and Core Compe-
tencies and pro-
bation period

Department ad
hoc computer
systems

MSA
PeopleSoft

livery Manager
HRD Manager
Hiring authority

Department Direc-
tor

Department HR
staff

Labor EE Rela-
tions Safety

Benefits Ops

e Lack of training
managers for se-
lection proce-
dures

e Inconsistent
processes within
same classifica-
tion

Opportunities

e Automated work-
flow manage-
ment

e Training of man-
agers for consis-
tent de-
velopment of
valid and ef-
fective selection
tools

e System checklist
that is intuitive
with job code,
union code, etc.
and generate
checklist for se-
lection panel

e Develop web
based training
manual for re-
cruitment and
selection for
managers and
supervisors

e Requested salary
link to complete
request to hire
above base rate
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Process Inputs Outputs Method Performed By Timing Gapsrﬁip;zortu-
length with new and route for
employee approval
Employee ori- e Create template
entation for job offer that

Performance re-
views during pro-
bationary period

Step increase
approval by cen-
tral if step 5 or
above

Documentation of
probationary re-
sults for Per-
sonnel Folder

HR/Payroll step
increase docu-
ment

Updates to
HR/Payroll sys-
tems

pulls in name,
address, ap-
proved salary,
etc. to generate
offer letter

Develop auto-
mated new em-
ployee checklist
with orientation
schedule, in-
formation sent
for ID badge,
key card for
building. Have
tracking system
for new em-
ployee orien-
tation with track-
ing complete
with approvals

Suggestion to
eliminate
Gossett re-
quirements that
demand ap-
proval of KC
council and ex-
ecutives. This is
a change to an
Ordinance

System auto-
mated proba-
tionary per-
formance review
keyed off hire
date generated
to supervisor
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111. Performance Measures Review

The focus group session will review the following chart. The Business Goals and Improvement
Opportunities are from the county’s Vision and Goals statement. Possible Benefits and Measures
have been added. The objective of the review is to validate, refine and enhance the Benefits and
Measures. Attendees are encouraged to review the chart prior to attending the session.

planning for manager
level and higher, suc-
cession planning for
key employees, labor
issues,
class/comp/labor con-
tract implementation,
and contract and tem-
porary labor manage-
ment tracking

redesigned model

Business King County Busi- Improvement Op-

Area ness Goal portunity Benefit Measure
Human Re- Comply with labor Identify and resolve ¢ Avoidance of e Number of re-
sources agreements, as well situations where HR possible legal lated lawsuits

as federal, state and business processes complications of
county laws and supporting tech- non- * Number of re-
nical infrastructure performance lated labor dis-
has not kept up with putes
laws and labor  Number of audit
agreements deficiencies
Human Re- Provide employees, Direct-access, possi- | ¢ Increased e Number of web-
sources retirees and fiduciaries | bly Web-based, per- county em- site hits
direct and secure ac- sonal HR data query ployee, retiree S
cess, as appropriate, capabilities for em- and fiduciary * Processing time
to personnel, payroll, ployees, retirees and satisfaction e Time spent per-
time and attendance, fiduciaries forming strate-
benefit, and retirement gic rather than
information administrative
activities
Human Re- Improve human re- Redesign HR func- ¢ Increased e Number of
sources source management tional processes county em- complaints
to include: position based on improving ployee satisfac- .
management, recruit- efficiency, and im- tion * S'Ze.Of technol-
ment, training admini- | plement appropriate ogy infrastruc-
stration, competency | technical infrastruc- | ® lnr(z)rfeeiss(ia:nglR ture
management, career ture to support the Satisfaction  Time spent per-

forming strate-
gic rather than
administrative
activities

Increased level
of service

Consistent and
innovative .
processes

Processing time

Improved data
accuracy

Consolidation to
a single HR
system
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Business King County Busi- Improvement Op-
Area ness Goal portunity Benefit Measure
Increased
county and HR
management
satisfaction
More efficient
management
decision-making
Reduced report-
ing and analysis
per employee
Human Re- Provide secure access | Direct-access, possi- Increased Processing time
sources to and maintenance of | bly Web-based, em- county man- .
HR related information | ployee human re- agement satis- T|me_ spent per-
by supervisors and source data faction fqrmlng strate-
managers to meet query/update capa- n gic rather than
their management bilities for supervisors More efficient administrative
decision-making activi- | and managers county man- activities
ties agement deci-
sion-making
Human Re- Empower employees Direct-access, possi- Increased Processing time
sources to secure access and bly Web-based, per- county em- .
maintain their own HR | sonal human re- ployee satisfac- Time spent per-
information were ap- source data tion fo_rmlng strate-
propriate query/update capa- gic rather than
bilities for employees administrative
activities
Human Re- Increase effectiveness | Resolve situations Increased Number of em-
sources in the delivery of hu- where HR business county em- ployees proc-
man resource activi- processes and sup- ployee satisfac- essed
ties resulting in re- porting technical in- tion A
duced processing time | frastructure work Processing time
against effective ser- zcetcij\tjife?u::l-q Time spent per-
vice delivery aroung time forming strate-
gic rather than
administrative
activities
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V. Critical Success Factors

In an open discussion, focus group attendees will be requested to respond to the questions
included below. Attendees are encouraged to determine their perceptions prior to the session.

A. What are the top three opportunities for improvement in the HR
Planning, Selection and Placement business function? What are
the obstacles to successfully achieving these objectives?

Answer:

e  One Payroll system providing the ability to have unified HR tracking, auditing,
reporting and information available online. Obstacles to achieving this are the debate
about the payroll cycles, semi-monthly versus bi-weekly, and concern that a political
decision will be made without communication or consensus among departments.

e  Build auditing and quality control.
e  Training and education.

e Develop better business processes. Obstacle to achieving is all the homegrown
systems and concerns that departments will lose their current capabilities that they
have used for some time.

06804r10 Appendix D King County, State of Washington
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V. What’s Next?

e  Follow-up with specific individuals to clarify current business processes and opportunities,
as necessary.

e Conduct a second focus group session to review updates to the current business processes
resulting from feedback from the first focus group session and confirm the issues, gaps and
constraints identified, review proposed business process improvements, and discuss identi-
fied high-payback business processes.
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King County, State of Washington

Quantifiable Business Case

Human Resources Focus Group Session 2

[ |
Business Area: Human Resources
Business Function: HR Planning, Selection & Placement
Date: Friday, February 27, 2004
Time: 9:00 AM to 12:00 PM
Location: King Street Center, 3E/3D
Agenda
[ |

I.  Introduction
Il. Findings From First Session
I11. Opportunities for Improvement

V. Analysis of Opportunities
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I. Findings from First Session

A. Workforce Management and Succession

Majority of the agencies are not currently doing succession planning for other than
immediate needs

Political limitations constrict decisions to change some business processes because of
hiring policies

Perceived as unimportant by executives, no appreciation for value
Frequent changes in top level agency Directors cause shifts in direction and focus

This process needs to be more flexible for technical and unique criteria for each
agency

Agencies do not have resources or budget to do adequate succession planning

Inadequate availability of personnel information, such as, retirement and turnover
statistics

Information that comes from two systems is not consistent

B. Job Review

Currently there are 3 job code structures for the same job classifications

Agencies do not receive sufficient feedback from HRD on requests for job
classifications, or status or contact during the review process, also feel that process
takes too long and appears to have no timelines or accountability

Some agencies, departments do not feel they should need to request through HRD to
classify new positions

Issues around union and non-union represented positions need to be analyzed and
process defined

No defined process for correcting/re-aligning equity among positions with same job
classification

Classification errors are made over time and create inconsistency in responsibilities
among employees in the same job class

Lack of standardized lexicon of common terms to drive Knowledge, Skills, Abilities
(KSA) efforts
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e Lack of expertise and consistency among supervisory staff in county to determine
competencies

e  When reclassification process fails employee takes to Personnel Board, this tends to be
very litigious and complicated hearing taking up to 6 months

C. Recruitment and Selection Strategy

e  Currently agencies find it challenging to attract the appropriate applicant pool
e  Advertisements for positions in same job classifications are not consistent

e  Agencies trying to plan for the future have difficulty executing a plan to find people
that can maintain the archaic systems and also move to new technology in the county

e  Hiring freeze process takes too long, especially when immediate hire is necessary
e  Online resource for agencies to get lists of recruitment and outreach resources

e  Response to countywide sharing of recruitment information brought out that agencies
to do not want someone else’s perceived rejects

D. Recruitment
e Job announcements need to be consistent for KSAs needed to get the right people into
the interviews
e  Often the recruitment is extended multiple times to attract the right people
e  Reopening recruitment because the wrong people apply
e Job are only posted twice a week
e  Cannot pay the crafts people
e Downsizing has combined jobs and insufficient training causes errors in recruiting
e  Need more training on PeopleSoft Applicant Tracking (learning curve is significant)

e  All positions should not require county application, could require a resume and cover
letter when appropriate

e  “One size fits all” online job application is not effective for the variety of jobs to be
filled

E. Selection

e  Lack of manager training in selection procedures

e A salary link is desired to complete request to hire above base rate and route for
approval

06804r10 Appendix D King County, State of Washington
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Offer letters are generated manually

New employee logistics are executed manually such as orientation schedule,
information sent for 1D badge, key card for building, etc. At times, things fall through
the cracks. New employee orientation is tracked manually or not at all.

Gossett requirements that demand approval of KC council and executives are
considered by many as unnecessary and a waste of time since waivers are never
denied.

Probationary performance reviews are not performed on time
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I1. Opportunities for Improvement

A. Workforce Management and Succession

e  Assingle HR/Payroll system with online capabilities
e  Additional resources for workforce management and succession planning

e Access to HRD Consolidated Data Warehouse database could provide valuable
personnel statistics (interim solution)

e  Establish a mentoring program in context of succession planning
e  Construct guidelines for succession planning
e  Undertake a demographic study of countywide workforce

e Construct an online retirement reporting database (interfaced with WA State)
accessible by the departments and constructed based on departmental requirements

e Develop desk manuals by functions documenting operational standards and
procedures. Training, ready reference, consistency of process

B. Job Review

e  Additional resources needed to do job analysis

e Develop consistent job coding structure to eliminate multiple job codes for same
classification

e  Provide capability for key word search of job classifications including accessible
database

e  Provide an automated cross-reference of job codes

e  Provide online access to job review status and expectation for completion — status
reporting, request tracking, timelines

C. Recruitment and Selection Strategy

e  Hiring Freeze should be abolished.

e Lists of job accommodation and layoff/recall pool available to use as resource for
strategy, including profiles of skills

e Identify bargaining units that have unique replacement processes to be considered
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e  Keep reoccurring jobs classifications across the county needed for multiple positions,
continuously open

e  Share information among agencies by utilizing PeopleSoft capabilities for information
on candidates, applicant pool where appropriate (Some agencies had a problem with
sharing this information or thought cross agency requirements would not be
applicable)

e  Countywide recruitment website where applicant indicates which agencies and
locations they are interested in applying for specific job classifications. (Example is
the Washington State website)

e  Re-evaluate “rule of three” to provide more flexibility in selection for civil service
positions

e  Provide online resource to department to obtain lists of outreach resources as part of
affirmative action planning

D. Recruitment

e  Promote use of PeopleSoft by all departments for applicant tracking

e  Develop employment and diversity tool box including checklist of all items needed to
execute a job posting and management classes on hiring

e  Provide an applicant pool for positions that need filling on a reoccurring basis

e  Provide alternative online job application formats appropriate to the job type being
filled.

e  Post online jobs daily with close date to pull automatically

E. Selection

e  Train managers for consistent excellence in the selection process

e  Provide requested salary link to complete request to hire above base rate and route for
approval

e Create template for job offer that pulls in name, address, approved salary, etc. to
generate offer letter

e  Develop automated new employee checklist with orientation schedule, information
sent for ID badge, key card for building. Have tracking system for new employee
orientation with tracking complete with approvals

e Eliminate provisions of the Gossett Ordinance that requires approval of KC council
and executives. This is a change to an Ordinance

e Develop automated notification of six month probationary performance review keyed
off hire date generated to supervisor
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I11. Analysis of Opportunities

The Opportunities for Improvement listed in the previous section were reviewed by the county’s
Human Resource Functional Lead. The review may have resulted in a combining of some
opportunities or the elimination of others, for the purposes of this analysis. In addition, the
analysis by focus group attendees may have had the same result.
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Implementa- Organiza-
Performance Organiza- Role of tion Consid- tional Con- Legal/Policy
Opportunity Benefit Measures tional Impact | Technology erations straints Constraints Risks
Workforce Management and Succession
Single e Reduced e Processtime | e Large cul- e People- Data con- e Resources Bi-weekly Ability of
HR/Payroll sys- process turn- ture change Soft or version . versus county to
tem with online around time » Coststo other sin- » e Commit- semi- successfully
capabilities maintain mul- gle Training ment to monthly manage
e Consolidated tiple systems HR/Payrol lexi consolidate complex im-
employee and data | system Complexity current sys- Other policy plementation
data stores ACross of imple- tems issues
L county mentation , Unanticipated
e Accurate data | e Litigation i ¢ Resistance costs
costs Integration from mi-
e Reduced with other grating de- Software
department e Department systems partments viability
ad hoc sys- ad hoc sys- .
tems tem costs Overcoming | , Resistance New system
the pain of from unions may not meet
e Improved . past failures the county’s
%ﬁfﬁ:ﬁ;ﬁ n Implementa- needs
S tion must Policy issues
o Simplified have strong, may not be
systems land- capable resolved
scape and governance
support structure
o and project
o Simplification manage-
of researc_h ment
(ex. lawsuits)
Project buy-
in from
stakeholders
must be
achieved
prior to im-

plementation
initiation
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Implementa- Organiza-
Performance Organiza- Role of tion Consid- tional Con- Legal/Policy
Opportunity Benefit Measures tional Impact | Technology erations straints Constraints Risks

Additional re- Sufficient e Number of e Noneiden- | e None e Training e Hiring e Noneidenti- | « None identi-
sources for work- resources to planning ef- tified identified . Freeze fied fied
force manage- conduct plan- forts con- * Outsourcing
ment and suc- ning ducted succession e Resources
cession planning planning )

Better work- | ¢ Time re- * Resistance

force, em- quired for a from unions

ployee moral, planning ef-

etc. fort

Better organi-

zation &

planning ca-

pabilities
Access to HRD Improved e Processtime | e Noneiden- | e Intranet e Training e Resources | e Privacy e Decreased
Consolidated process turn- tified service laws privacy
Data Warehouse around time e Number of delivery e Data access
could provide department security
valuable person- Provides ad hoc sys- e Dataac-
nel statistics consolidated tems cess and
(interim solution) PeopleSoft reporting

and MSA tools

data to sup-

port planning

Reduced

department

ad hoc sys-

tems

Better man-

agement of

workforce

Increased

efficiencies
Establish a men- Would pro- e Number of e Noneiden- | ¢ None e Must de- e Resources | e Noneidenti- |  Inability to
toring program vide stan- mentoring ef- tified identified velop a . fied recruit suffi-
for succession dardized pro- forts mentor * Resistance cient mentors
planning assis- gram across matching from unions to meet need
tance the county process
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diversity

Implementa- Organiza-
Performance Organiza- Role of tion Consid- tional Con- Legal/Policy
Opportunity Benefit Measures tional Impact | Technology erations straints Constraints Risks
Improved Need a
workforce de- process to
velopment recruit men-
tors
Consider
acquiring
mentors
from outside
sources
Construct guide- Reduce plan- | » Planning e Noneiden- | e Intranet Unique e Resources | e None identi- Planning
lines (“Planning ning turn- time tified service needs for , fied guidelines not
Tool Box") for around time delivery organiza- * Resistance followed
succession plan- tions from unions
ning Standardized Inconsistent
process Need com- application by
across the petitive proc- departments
county ess for men- )
toring ser- Succession
Reduced vices- not planning may
planning is- picking fa- be seen as
sues/gaps vorites favoritism
Knowledge Maintenance If not main-
retention and responsibili- tained consis-
employee ties tently, be-
skills set comes obso-
maintained lete
Undertake a Sufficient o Affirmative e Increased e Could Training e Resources e Privacy Non-
demographic data to sup- action goals diversity in require laws participation
study of county- port planning met workplace analysis o
wide workforce process tools . Dlscrlmlna- pquld resu]t
tion laws in information
Allows for to support
Targeted re- plaintiff's
cruiting case in dis-
crimination
Increased lawsuits
awareness
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Implementa- Organiza-
Performance Organiza- Role of tion Consid- tional Con- Legal/Policy
Opportunity Benefit Measures tional Impact | Technology erations straints Constraints Risks

Provides

information to

support ad-

dressing ac-

tual problems

not perceived

problems

Supports

Affirmative

Action Plans
Construct an e Provides e Time to find e Noneiden- | e« Database | e Interface e Resources | e Privacy e Risk of dis-
online retirement sufficient data replacement tified with DRS laws crimination
reporting data- to support e Intranet _ o
base (who is succession service e Security e Discrimina- e Employees
eligible to retire planning delivery . Gain knowl- tion laws T}ight gain_
and when) ac- process e Data ac- edge from the percep
cessible by the edg tion they are
departments and e Provides cess and !ncumbents being forced
constructed ability to fore- reporting in a manner out
based on de- cast vacan- tools that is non- _
partmental re- cies threatening o |f not main-
quirements « Consid tained consis-

Improved Consider tently, be-

retirement interfacing comes obso-

planning for with WA lete

employees State sys-

tems

Allows for .

pre- Malntengnce

placement _respon5|b|I-

and turnover ity

support
Develop desk Reduces time | ¢ Time to train e Noneiden- | e Possible Make sure e Resources e None identi- If not main-
manuals by func- to bring new new em- tified Intranet implemented fied tained consis-
tions document- employee up ployee service in such a tently, be-
ing operational to speed o delivery way to keep comes obso-
standards and * Reduction in focus on lete
procedures Proyi.des process er- goals and )

ad_dl'_uonal rors not on tasks _Could s_t|fle

training innovation

method




Implementa- Organiza-
Performance Organiza- Role of tion Consid- tional Con- Legal/Policy
Opportunity Benefit Measures tional Impact | Technology erations straints Constraints Risks
Would pro- Maintenance e Lawsuit risks
vide ready- responsibili-
reference to ties
support day-
to-day activi-
ties
Encourage
process effi-
ciencies
Encourage
standardiza-
tion of proc-
esses and
application of
policies
Job Review
Additional re- Sufficient e Number of e Noneiden- | « None None identi- Hiring e Noneidenti- | « None identi-
sources needed resources to job reviews tified identified fied Freeze fied fied
to do job analysis conduct job conducted
review proc- ) Resources
ess . Tlme re-
quired for a
job review
Develop consis- Reduced e Processtime | ¢ Noneiden- | e None Training Resources e Commit- e Structure may
tent job coding process turn- tified identified _ ment to become more
structure to around time e Number of New method Resistance consolidate complex
eliminate multiple codes used of identifying from labor current sys-
job codes for Greatly im- same classi- unions tems ¢ If not main-
same classifica- proved effi- fication cov- tained consis-
tion ciencies ered by dif- tently, be-
ferent bar- comes obso-
Accuracy gaining units lete
would have
to be devel-
oped

Must ensure
that a con-
straint is not
created if
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Implementa- Organiza-
Performance Organiza- Role of tion Consid- tional Con- Legal/Policy
Opportunity Benefit Measures tional Impact | Technology erations straints Constraints Risks
codes are
reduced
Complexity
due to multi-
ple systems
Maintenance
responsibil-
ity
Provide capabil- Reduced e Processtime | ¢ Noneiden- | e Database Maintenance | ¢ Resources | e None identi- If not main-
ity for key word process turn- tified responsibil- fied tained consis-
search of job around time e Number of * Intranet ity tently, be-
classifications database hits delivery comes obso-
including acces- Improved . Require- lete
sible database consistency * Inquiry ments input
_ and re- from de-
Greatly im- porting partments
proves accu- tools
racy and effi- Database
ciency in job must include
matching definition of
) the KSAs
Greatly im- _ and educa-
proves quality tion required
of hire for each job
Achieves classifig:_altion
higher reten- and ability to
tion levels match posi-
due to better tionsto
job matching these quali-
to applicants fications
Provide an Reduced e Processtime | e Noneiden- | e Database Maintenance | ¢ Resources ¢ None identi- If not main-
automated cross- process turn- tified responsibil- fied tained consis-
walk of job codes around time * Intranet ity tently, be-
) ) service ) comes obso-
Consistency in delivery Require- lete
coding . ments input
* Inquiry from de-
and re- partments
porting

tools

D-40



Implementa- Organiza-
Performance Organiza- Role of tion Consid- tional Con- Legal/Policy
Opportunity Benefit Measures tional Impact | Technology erations straints Constraints Risks
e FEasy access
to information
across sys-
tems
Provide online ¢ Reduced e Improved e Ability to e Database | e Maintenance Resources | ¢ Noneidenti- | « None identi-
access to job customer customer identify bot- responsibil- . fied fied
review status frustration satisfaction tlenecks * Intranet ity Organiza-
and expectation - (through sur- and engage service . tional cul-
for completion — e Accountability vey scores) in process delivery e Limited ac- tulre which
status reporting, - i . . cess places no
request tFr)ackin%, * Efficiency o Number of L\Tgr:?sve * Inquiry N premium on
timelines e More acces- system in- where nec- and re- * Training account-
e uiries porting - abilit
sible informa- a essary tools e Baseline Yy
tion as to survey Resistance
status of out- needed from repre-
standing is- sented em-
sues ployees
e Wasted time who may
calling some- balk at hav-
body elimi- ing ac-
nated countability
out there
for all to
see.
Resistance
from unions
Recruitment and Selection Strategy
Hiring Freeze e Elimination of | e Processtime | ¢ Nonelden- | ¢ None ¢ None identi- Hiring ¢ Reassign- e Public per-
should be abol- ineffective tified identified fied Freeze ment poli- ception that
ished process cies the county is
not taking
e Reduced e Lay- budget short-
process turn- off/Recall falls seriously
around time. Program
Time cur- policies
rently spent
adding no
value to the

hiring process
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Implementa- Organiza-
Performance Organiza- Role of tion Consid- tional Con- Legal/Policy
Opportunity Benefit Measures tional Impact | Technology erations straints Constraints Risks

could be de-

voted to pro-

ductive en-

deavors

Streamlined

hiring process
Lists of job ac- Reduced e Processtime | ¢ Noneiden- | e Database | ¢ Maintenance | ¢ Resources | e Privacy If not main-
commodation process turn- tified responsibil- Laws tained consis-
and layoff/recall around time * Number of * Intranet ity e Lackof tently, be-
pool available to placements service commit- comes obso-
use as resource Improved from the list delivery ment to hire lete
for strategy, in- process effi- , and train
cluding profiles ciency * Inquiry referrals
of skills and re- from Reas-

Improved porting signment

access to in- tools and Lay-

forma_tlon for off/Recall

planning pur- Program

poses
Identify bargain- Reduced e Processtime | ¢ Noneiden- | e None e Bargaining e Resources | e None identi- None identi-
ing units that process turn- tified identified agreements fied fied
have unique around time * Number of need to be
replacement _ _ grievances reviewed by
processes to be Uniform in- labor nego-
considered terpretation of tiators and

contact provi- HR staff

sions
Keep reoccurring Reduced e Processtime | ¢ Noneiden- | e Database | e Noneidenti- | ¢ Resources | e None identi- Homogena-
jobs classifica- process turn- tified fied ] fied tion of job
tions across the around time e Cost of ad- e |Intranet e Resistance skills
county needed vertising an- service from unions
for multiple posi- Improved nouncements delivery .
tions, continu- process effi- across . * Resistance
ously open ciency county e Inquiry from man-

and re- agement

Provides porting

common ac- tools

cess to can-

didates
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Implementa- Organiza-
Performance Organiza- Role of tion Consid- tional Con- Legal/Policy
Opportunity Benefit Measures tional Impact | Technology erations straints Constraints Risks

Improved

accuracy

Shared cost

of advertising

announce-

ments in local

and national

publications

among De-

partments
Share informa- Reduced e Processtime | e Noneiden- | e People- Need to Resources | e Privacy Departments
tion among process turn- tified Soft or restrict in- ) laws could lose
agencies by around time other sin- formation Commit- quality appli-
utilizing People- gle access - se- ment to cants to an-
Soft capabilities Improved HR/Payrol curity consolidate other De-
for information access to in- | system current sys- partment
on candidates, formation aCross Training tems
applicant pool Improved county Resistance
where appropri- .
ate process effi- e Intranet from de-

ciency service partments

delivery

Countywide re- Greater ac- e Number of e Nonelden- | o Web site Need base- Resources ¢ None Ildenti- Likely will get
cruitment web- cess to infor- hits tified line survey fied applicants
site where appli- mation * Internet that do not
cant indicates * Improved service have neces-
which agencies Greater clar- customer delivery sary educa-
and locations ity on expec- satisfaction tion, skills, or
they are inter- tations and/or (through sur- licenses for
ested in applying requirements vey scores) specific job
for specific job of applicants classifications

classifications.
(Example is the
Washington
State website)

Reduced
process turn-
around time

Larger appli-
cant pool
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Performance Organiza- Role of tion Consid- tional Con- Legal/Policy
Opportunity Benefit Measures tional Impact | Technology erations straints Constraints Risks

Re-evaluate “rule Greater flexi- # of place- e None iden- ¢ None Need to e Resources e State Law e Possible in-
of three” to pro- bility to hire ments from tified identified establish » creased litiga-
vide more flexi- the best can- what would guidelines/ | ¢ Political tion from
bility in selection didates not have protocols on Issue candidates
for civil service been in- how to de-
positions Greater ac- cluded in the termine who

countability to rule of 3 is the most

hire the most qualified

qualified can- candidate

didates for

specific posi- Longer

tions processing

. time to con-
Larger appli- sider addi-
cant pool tional candi-
dates

Provide online Encourages Number of e Diversityin | « Database Maintenance | ¢ Resources | ¢ Noneidenti- | « None identi-
resource to de- greater diver- placements workforce responsibil- fied fied
partment to ob- sity in the or- within the pa- * Intranet ity
tain lists of out- ganizations rameters of service
reach resources the affirma- delivery
as part of af- Accountability tive action .
firmative action to the affirma- plan ¢ Inquiry
p|anning tive action and.re-

plans Number of porting

affirmative tools

Supports action goals

targeted re- met

cruiting
Recruitment
Mandatory use of Reduced Process time | ¢ None iden- e People- Should data | ¢ Resources e Noneidenti- | ¢ Incom-
PeopleSoft or process turn- tified Soft Ap- be migrated . fied plete/inaccu-
other HR/Payroll around time Number of plicant from other e Commit- rate applicant
system by all applicants Tracking systems, or ment to Use data entered
departments for Irpf_pr_oved . tracked module prospective ?pp:l_cant into tracking
applicant track- emniciency o o racking
in%p tracking-one Number of only module system

stop shopping department Training

ad hoc sys-

tems
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Opportunity Benefit Measures tional Impact | Technology erations straints Constraints Risks

Reduced

department

ad hoc sys-

tems

Improved

consistency

Improved

accessibility

to data
Develop em- Reduced Number of e Noneiden- | ¢ Database Training e Resources ¢ None identi- Commitment
ployment and process turn- diversity tified _ fied by all de-
diversity tool box around time placements * Intranet Require- partments to
including check- service ments input utilize fully
list of all items Would en- time between delivery from de-
needed to exe- courage posting & ) partments
cute a job post- greater diver- placement of * Inquiry
ing and man- sity in work- appropriate and re-
agement classes place applicants Foogltlsng
on hiring Reduced Number of

department Departmental

ad hoc sys- ad hoc sys-

tems tems

Could instill

accountability

to affirmative

action plans

Expedites

Improved

consistency

in process
Provide an appli- Reduced Process time | ¢ Noneiden- | ¢ Database Must deter- | ¢ Resources | e None identi- All depart-
cant pool for process turn- tified mine how _ fied ments may
positions that around time Number of e Intranet long appli- e Resistance not use/ pro-
need filling on a competitive service cants remain from unions vide access
reoccurring basis Streamlined applications delivery in pool to their can-

process for received ) didates who

locating quali- * Inquiry

would qualify
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position types

Attraction of
more specifi-
cally targeted
pool of can-
didates

satisfaction
(through sur-
vey scores)

Implementa- Organiza-
Performance Organiza- Role of tion Consid- tional Con- Legal/Policy
Opportunity Benefit Measures tional Impact | Technology erations straints Constraints Risks
fied appli- and re- before for the pool.
cants porting dropped if They might
tools not placed want to keep
More com- ] the ‘best’ for
petitive appli- e Maintenance themselves
cant pool for responsibil-
targeted job ity If not main-
classifications . tained consis-
e Training tently, be-
e Coordinate comes ohso-
job postings lete
with adver-
tisements in
local and na-
tional publi-
cations
Provide alterna- Applications Number of e Highly ¢ Modifica- e Training e Resources Alternative Loss of quali-
tive online job appropriate applications skilled tion to _ formats fied candi-
application for- for job listed received workforce current * Maintenance must be ac- dates without
mats appropriate L online online job responsibil- cessible to access to
to the job type Elimination of e Culture applica- ity all appli- computer
being filled. unnecessary # of appli- change tion tech- . cants (ADA)
information cants who nical in- * Review of
_ move from frastruc- alternatl_ve
Provides the applica- job applica-
ability to ob- tion to the 1st ture tion formats
tain screening level screen- by PAO for
information ing stage approval as
not necessar- based on to form
ily captured in i nati .
the current 3Z{J;|cat|on * Baseline
application survey
but necessary Improved needed
to specific customer
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Implementa- Organiza-
Performance Organiza- Role of tion Consid- tional Con- Legal/Policy
Opportunity Benefit Measures tional Impact | Technology erations straints Constraints Risks
Promotes
more com-
petitive em-
ployment pool
Post online jobs Improved Number of e None iden- e None e Coordination | ¢ Resources e Noneidenti- | ¢ None identi-
daily with close time to post- jobs posted tified identified of posting of fied fied
date to pull ing job bulletins
automatically Number of with adver-
More timely jobs auto- tisements
receipt of ap- matically placed in lo-
plications to pulled cal and na-
get process Number of tional publi-
started S cations
applications
received e Need base-
Improved line survey
customer
satisfaction
(through sur-
vey scores)
Selection
Train managers Reduced Processtime | e Better e Possible e Training e Resources e Noneidenti- | ¢ Managers
for consistent process turn- manage- Intranet fied may avoid
excellence in the around time Length of ment of service training or not
selection process employee re- workforce delivery of comply with
More effec_- tention training training taken
tive selection
process
Supports
more closely
alignment
match of ap-

plicant to job

Improves
consistency
in selection
process
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Implementa- Organiza-
Performance Organiza- Role of tion Consid- tional Con- Legal/Policy
Opportunity Benefit Measures tional Impact | Technology erations straints Constraints Risks

Improves

retention due

to better

matches in

selection

process
Provide re- Reduced Processtime | ¢ None iden- e None May be high | ¢ None iden- e Noneidenti- | ¢ None identi-
quested salary process turn- tified identified cost for po- tified fied fied
link to complete around time tential value
request to hire
above base rate
and route for
approval
Create template Reduced Processtime | ¢ None iden- ¢ New sys- Training e Resources e Noneidenti- | ¢ None identi-
for job offer that process turn- tified tem _ _ fied fied
pulls in name, around time Number of Require- e Resistance
address, ap- letters gen- e Intranet ments in- from de-
proved salary, Improved erated service clude de- partments
etc. to generate consistency delivery partment in-
offer letter put

Improved

accuracy

Improved

ability to meet

legal re-

quirements
Develop auto- Reduced Process time | ¢ None iden- e New sys- Training e Resources e Noneidenti- | ¢ None identi-
mated new em- process turn- tified tem . fied fied
ployee checklist around time Number of Maintenance
with orientation department e Intranet responsibil-
schedule, infor- Elimination of ad hoc sys- service ity
mation sent for department tems elimi- delivery )
ID badge, key ad hoc sys- nated Require-
card for building. tems rr:egtsdto in-
Have tracking clude de-
system for new Improved partment in-

. consistency put

employee orien- in bringing
tation with track-

new employ-

ing complete with
approvals

ees on board




Implementa- Organiza-
Performance Organiza- Role of tion Consid- tional Con- Legal/Policy
Opportunity Benefit Measures tional Impact | Technology erations straints Constraints Risks

Thorough-

ness in train-

ing new em-

ployees on

the basics of

their envi-

ronment / ex-

pectations
Eliminate provi- Elimination of | « Processtime | ¢ Noneiden- | e None Determine if Resistance | ¢ County None identi-
sions of the ineffective tified identified there is any from Coun- Ordinance fied
Gossett Ordi- process relative cil change re-
nance that re- value of » quired
quires approval these re- Political
of KC council strictions Issue
and executives.
This is a change
to an Ordinance
Develop auto- Reduced e Processtime | e Noneiden- | e New sys- Training Resources ¢ None identi- None identi-
mated notifica- process turn- tified tem ] fied fied
tion of six month around time . Departmental Resistance
probationary ad hoc sys- e Intranet from super-
performance Encourages tems elimi- service visors
review keyed off accountability nated delivery
hire date gener- Reduce de- e Number of
ated to supervi- -
sor partment ad propatlonary

hoc systems reviews com-

o pleted on

EI|m|_nate late time

or missed

performance

reviews
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King County, State of Washington

Quantifiable Business Case

Human Resources Focus Group Session 1

[ |
Business Area: Human Resources
Business Function: Compensation and Benefits
Date: February 9, 2004
Time: 8:30 AM to 12:30 PM
Location: King Street Center, 3E

Agenda
[ |

l. Introduction

1. Business Processes

I11. Performance Measures Review
IV. Critical Success Factors

V. Next Steps

06804r10 Appendix D King County, State of Washington
160704-13.00 Quantifiable Business Case — Appendix D
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I. Introduction

A. Quantifiable Business Case Project

The Quantifiable Business Case project will review King County’s current business
operations model focusing on the Human Resources, Payroll, Financials and Budget
business areas. A business operations model includes organizational structure, business
processes, work flow and associated costs. The results of the review will be analyzed with
an eye toward determining opportunities to increase business process efficiencies and
effectiveness, and a business case will be constructed for an improved business operations
model based on cost, benefit and risk.

B. Focus Group Session Approach

Attendees of the focus group session will be subject matter experts selected by the county
for their knowledge and experience in the business function or functions to be addressed.
Session activities will include validation and refinement of the high-level business process
diagrams/charts and performance measures included in this document, as well as discussion
of business function and overall project success factors.

C. Business Function Focus

The Human Resources business function to be reviewed during this focus group session is
Compensation & Benefits. The goal of this business function is to provide tangible rewards
within the county’s means so that the county can attract and retain qualified, willing, and
able employees, and apply those rewards in a fair, legal, consistent, and accurate manner
across all county departments.

06804r10 Appendix D King County, State of Washington
160704-13.00 Quantifiable Business Case — Appendix D
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1. Business Process Review

A. Terminology

e  Business Function. Refers to a high level grouping of business processes designed to
meet a specific business objective.

. Business Process. A discrete set of activities within a business function.

B. Validation and Refinement of Current Business Processes

The following pages contain work flow diagrams for the business function(s) being
addressed by this focus group session. Depending upon the complexity of the business
function, a single diagram may be presented with each component indicating a business
process, or multiple diagrams may be presented with each indicating a business process and
each diagram component indicating a sub-process. The diagrams are followed by charts
which provide detail about the processes displayed in the diagram or diagrams.

Both the diagrams and charts are at a high-level of detail. It is not within the scope of this
project to document the county’s current business functions/processes at a fine level of
detail.

The focus group session will review the diagram(s) and charts to validate and refine the
high-level business function/processes to ensure that an accurate model of the current
business function(s) is depicted. As well, opportunities for improvement will be developed
and documented. Attendees are encouraged to review the diagrams/charts prior to attending
the session.

06804r10 Appendix D King County, State of Washington
160704-13.00 Quantifiable Business Case — Appendix D



Compensation and Benefits
Classification System Development

Develop
Project »

Scope

Quantifiable Business Case Project
Dye Management Group, Inc.

2
- 3 4

Develop position
questionnaire* for Review returned

employees and Distribute questionnaires

managers to describe » questionnaires » and sort by >

work done in every for completion preselected
position or by each factors

Develop draft class
specifications that cover the
range of individual jobs
assigned to a group.

AN

employee.

* Questionnaire must include information
on all the factors that will be used for
grouping like bodies of work together and
determining job hierarchies

- Test questionnaire to see if it
reliably elicits required

information and is acceptable

to users to complete

- Test
- Set up . .
. sorting with
mechanism to
. stakeholders
ensure timely —
return of all group
documents

| 6

Finalize the class
specifications and arrange by
families, subfamilies (if
appropriate to the

- Test the draft classification
specifications with the
stakeholder group

- Retest assignment of
individual jobs to the group
based on draft class
specification

- Test to see that there is

sufficient difference between
draft classifications that is is
clear where the vast majority
of individual jobs should be
assigned

classification model chosen)

| 7

Charter
- Why the project is being
conducted
- What results will it deliver
- How, through whom, and over
what

timeframe those results will be

delivered

High level work plan
- (milestones, resources,
activities)

Detailed work plan for current
phase

Detailed user requirements

- Descriptions of user problems,
objectives, and

requirements for a proposed

system

Detailed testing plan

- To demonstrate all user
requirements were met

Communication Plan

Is a salary
range structure
in place?

rN

Compensation

Confirm the allocation of each

- Establish classification
coding system used in HRIM
and assign code to each class

job/body of work to the
appropriate classification

See

System

Development
Process

Recommend -

Dedicated project teams
to conduct this work

PIA Team works with
Labor if contract related,
or Employee Relations if

non-contract

Chart Source: HR Unification Program

YES—— P

Assign classifications to
specific pay ranges using
internal alignment principles

Test final job allocations
with stakeholders

Notifiy employees

Provide for employee and
department appeals

and external market as
determined in the

Compensation System
Development Process

ELPC and/or Council

- Test pay range assignments

with stakeholders

9
v

- Select general methodology for
moving employees to new pay

Present recommendations to
decision makers

rates
- Apply general methodology to all

10

4

affected employees

- Test individual step placement
methodology with stakeholders
- Communicate results to
employees and departments

Determine specific pay rates
for each employee in the
classification and in the pay
range assigned as set forth in
the Compensation System
Development Process

11
Install
classification
tables

D-53



Compensation and Benefits
Compensation System Development

Quantifiable Business Case Project

4

Create wage /
salary table(s)
according to
adopted
methodology

Dye Management Group, Inc.

Install wage

1 2
Develop Is job Conduct Deg/:r:ct)gr:tob
Project classification YES—» market > evaluation
i ?
Scope in place? survey method
NO
See each factor
Classification
System Development
Process
used)
application of the job evaluation process
Charter

- Why the project is being conducted

- What results will it deliver

- How, through whom, and over what
timeframe those results will be delivered

High level work plan
- (milestones, resources, activities)

Detailed work plan for current phase

Detailed user requirements

- Descriptions of user problems,
objectives, and requirements for a
proposed system

Detailed testing plan

- To demonstrate all user requirements
were met

Communication Plan

Chart Source: HR Unification Program

- Determine factors to be used and rating scale for

- Apply factor methodology to all individual jobs
(if no classification system) or to
classifications (where classification system is

- Review and adjust internal alignment created by

- Select sample of "benchmark jobs" to use for surveys
- A benchmark job is one which is commonly found in the

external market, is easily understood by survey
participants and is a representative sample of the body
of worked performed at King County)

- Prepare concise job descriptions

- Develop survey tool

- Test tool to be sure it elicits good matches and credible
data

- Determine analytical methods to be used on data

- Determine comparable employers for market survey

- Send survey

- Analyze results

- Prepare report on findings

Council

ELPC and/or

» tables in payroll
system(s)

6
v

Reconcile external
market data with
internal alignment to
set benchmark jobs/
classifications on
salary / wage table

Use internal alignment
methodology to set
wage / salary rates for
non-benchmark jobs /
classifications

8
4
Present
findings to
decision makers
9
4

Go to

Pay Implementation
Development Process
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Compensation and Benefits
Classification/Compensation Administration

A. Compensation Administration

- Pay at hire - Special add
Application of - Step increases for longevity - Promotions
comp _rules to < - Pay increases for performance - Transfers
individuals ) .
- Special duty pay - Demotions
- Out of class pay

to pay (e.g. Shift differentials)

B. Requests for reallocation of exiting body of work (filled or vacant) to an existing classification

Develop position questionnaire(s) that
- highlights changes in an exisiting

If filled———p
-

Determine if the
body of work is

D-55

Quantifiable Business Case Project
Dye Management Group, Inc.

New system implementation:
Go to Pay Implementation Sub-process

Changes affecting a large group of employees /
jobs (e.g. COLA, merit pay, new union contracts)

Go to Pay Implementation Sub-process

If determination is for a

Employee completes
guestionnaire highlighting
changes in the body of work;

information reviewed and
commented on by
supervisor.

higher class, employee pay
is adjusted according to
Personnel Guidelines or
union contract.

Classification
Specialist reviews
changes and make

allocation

determination If determination is the class

body of work, or
- describes a new body of work

C. Requests for allocations of newly created positions

Develop position questionnaire(s) that
- highlights changes in an exisiting

currently filled or

has not changed or that the
new class is at the same

vacant

\—If vacant——p

Supervisor completes

guestionnaire highlighting
changes in the body of work

Yy

Classification
Specialist reviews
changes and makes

to an existing allocation

Supervisor
completes a new

body of work, or
- describes a new body of work

D. Requests for allocations where there is no suitable

Develop position questionnaire(s) that
- highlights changes in an exisiting

position
questionnaire

Classification
Specialist makes
allocation
determination

existing classification

Supervisor
completes and

body of work, or
- describes a new body of work

Chart Source: HR Unification Program

detailed position
questionnaire

Classification Specialist draft new
class specification that would
encompass this position and other

allocation
determination

level as the old one, no
change in pay.

If the determination is for a
lower class, then pay may
need to be adjusted
downward according to the
Personnel Guidelines or
union contract

Compensation Specialist
determines if salary range
assignment can be made
using internal alignment

similar positions that might be
created later. Review by
stakeholders. Go to Classification
System Development

principles of if a spot
market survey is needed.

Go to Compensation

System Development.

- If job is covered by a
union contract, union
concurrence on salary

range is also needed.
< - If the new

classification is above
range 57, council
approval is needed to
formally create




Compensation and Benefits
Pay Implementation Development
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Quantifiable Business Case Project
Dye Management Group, Inc.

DECISION MAKERS
Executive: Policy

Charter

- Why the project is being conducted

- What results will it deliver

- How, through whom, and over what
timeframe those results will be
delivered

High level work plan
- (milestones, resources, activities)

Detailed work plan for current phase
Sign-offs on service level agreements

Detailed user requirements

- Descriptions of user problems,
objectives, and requirements for a
proposed system

Detailed testing plan

- To demonstrate user requirements

Recommend -

Dedicated project teams to
conduct this work

PIA Team works with
Labor if contract related, or
Employee Relations if non-
contract

Chart Source: HR Unification Program

PAO: Statutory
Develop Gather data - Conduct Present Budget: Cost
Proiect Refine stakeholder's fiscal impact findings to
Sch) e "l expectations - d anal sriJs d decision
P Identify population Y makers

Include data gathered during the

Implementation phase of the

Classification/Compensation Yes?

System Development Process REWORK Rework? YE

No?

Continue revised
analysis until
contract is signed /
ordinance is
transmitted

NO

Go to
Pay
Implementation




Compensation & Benefits
Pay Implementation

Update /
Communicate

Implementation
Workplan

Calculate pay
Identify Payroll N changes
system changes (Retro,

Prospective, etc.)

Communicate to
appropriate

A

(Formal Project Plan)
Risk mitigations

Test plan / schedule

Detailed user requirements

Development/migration schedule

The following takes place concurrently:
Step 1: Core Financials
Reconcile cost centers, project
accounts, update class codes, FLSA
codes
Step 2: Budget
Fund reconciliation, supplemental
budgets passed
Step 3: Payroll
Validate set-ups, populate job rows (HR),
update salary tables (PeopleSoft),
Coordinate with MSA, new transaction
codes, DOE's if necessary.

Chart Source: HR Unification Program

employees /
entire
organization

Recommend -

MOU attached to
contract negotiations
must include
communications plan
detailing employee
communications

Council
Approves
Qrdinance?

NO

!

Return to
Conduct Fiscal
Analysis step of
Development
Process

These calculation are sometimes
conducted in the departments,
sometimes by Payroll, and sometimes

by Implementation staff.

Recommend -

All pay change
calculations are
conducted by the PIA
team (which will
include Payroll staff).

Quantifiable Business Case Project
Dye Management Group, Inc.

Apply all set-ups .
to Payroll, Core Quality

Financials Assurance
Budget Validate Steps

A

Deliver
Paycheck
to
Employee

Conduct
lessons
learned
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Compensation and Benefits
Pay Implementation Administration

Recommend -

Establish / maintain
compensation delivery
database

Design/implement
monitoring/audit
processes

Chart Source: HR Unification Program

Update /
communicate
Communication
Workplan

Confirm
monitoring / audit
criteria / design
methodology

Quantifiable Business Case Project
Dye Management Group, Inc.

Implement

monitoring / audit

function

Conduct lessons learned

Feedback

HR Cabinet
PIA team
Stakeholders

D-58



Compensation and Benefits
Benefits System Development

Quantifiable Business Case Project
Dye Management Group, Inc.

Present
findings to
decision
makers (ELPC)

1 2 3 4
Develop issues Develo
Develop papers and draft Develop N p
- . s benefits models
Project recommendation »  negotiation >
and conduct
Scope for County strategy . .
s fiscal analysis
decision makers
4
REWORK:
Charter
- Why the project is being conducted
- What results will it deliver
- How, through whom, and over what
RECOMMEND:

timeframe those results will be

delivered .
The Benefits process

cover the whole
range of King County
benefits including:
Paid Leave
Unpaid Leave
Insured Benefits

High level work plan
- (milestones, resources, activities)

Detailed work plan for current
phase

Detailed user requirements

- Descriptions of user problems,
objectives, and requirements for a
proposed system

Detailed testing plan

- To demonstrate user requirements

Communication Plan

Chart Source: HR Unification Program

Yes?
Rework?
No?

NO

12

Conduct
negotiations
with Joint Labor
Managment
Insurance
Committee

YES

I s

Labor members

of JLMIC present

findings to Labor
Coalition

4

Continue revised
analysis until
JLMIC contract
is signed

10

County
Approval
Process

, 11

Conduct

lessons <

learned

Communicate
results
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Compensation and Benefits

Benefits System Implementation

Quantifiable Business Case Project

Dye Management Group, Inc.

2 3 5 6
Gather user
Develo Prepare requirements for Develo
clop Request for Score RFP implementation of Identify payroll op
Project > > > . . > communication
Proposal (RFP) responses administration Create system changes
Scope s - plan
documents admininstration
manuals
- Set up new benefits codes
- Set up new DOEs
Charter - Populate job rows
- Why the project is being conducted - Validate table set ups
= Wt (sl el i Gl - Determine completeness and responsiveness 7
- How, through whom, and over what . ¥
timeframe those results will be delivered - Analyze net cost of proposals, services

provided, patient/ provider disruption, vendor
financial solvency, commitment to service
quarantines

High level work plan
- (milestones, resources, activities)

Detailed work plan for current phase - Conduct oral presentation by top vendors

Detailed user requirements

- Descriptions of user problems,
objectives, and requirements for a
proposed system

Detailed testing plan

- To demonstrate user requirements

Communication Plan

- Conduct reference checks
- Conduct Best and Final Offer (BAFO)

- Award contracts

- Determine electronic forms and reports

needed by both vendor and county

- Determine specific administrative

procedures and roles & responsibilities

- Determine lowest level of plan design

details

Write summary

plan descriptions

- Collect county forms and boilerplates
- Draft scope of work and other specific requirements
- Determine scoring categories and points

- Collect census and other current claims date needed by
vendors to make a credible bid

- Publish RFP
- Conduct pre-proposal conference

- Publish written responses to vendor questions

Chart Source: HR Unification Program

Conduct
lessons learned
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Compensation and Benefits
) .. ) Quantifiable Business Case Project
Benefits System Administration (1 of 2) "Dye Management Group, Inc.

Benefits Enrollment Process

. . . Hire Authority Employee Information
Hire Decision Hire letter Employee starts .
- » completes new - » completes payroll »  entered into
Made prepared . work . .
hire forms information payroll
Issues: Issues: Issues: Issues:
- Not standardized - Audit process lacking - Lack of guidance - Different systems
- Not always used - Different forms used for employee - Audit process
- Forms sent to different locations - Forms sent to - Different processes
different locations
\ J
. Confirmations,
) Benefiits .
Employee Employee Benefits enters B Carriers enters Plan booklets
. . . transmits R, )
attends » makes benefit » elections into » ) » eligibility info » and medical
. - ; information to . X
orientation selections system carriers into their system cards sent to
employee
Issues: Issues: Issues: Issues: Issues: Issues:
- Not required - Complexity of info - Two systems - Frequency - Time delay - Time delay
- Inconsistent info - Lack of info - Audit process - Timing - Technology - MSA confirmations
- Timing - Timing (60 days) - Timing - Multiple carrier formats - Audit process
- Audit process
- Source data
Benefits Open Enrollment Process
. Process Send
Conduct education . -
Create Open . . ; enrollment forms confirmation of Conduct
Send materials sessions and provide . Send enrollment
enroliment ) ) ! (review, enter > » coverage lessons
) to employees information via files to vendors .
materials ) ) enrollment materials to learned
website and call line
requests) employees

Chart Source: HR Unification Program



Compensation and Benefits

Benefits System Administration (2 of 2)

Employee hired

Affected by:

agreement
- Payroll system

- Collective bargaining

RECOMMEND:

Conduct
ongoing
lessons
learned

. Personal Life
Benefits .
events effecting
start )
benefits
RECOMMEND:

RECOMMEND:

General benefits

administration
continue to be
handled by
Benefits
Operations team

Career events

affecting benefits

D-62

Quantifiable Business Case Project
Dye Management Group, Inc.

Employee Leaves

Leave Administration
(after hiring manager
approves an
employee's request
for paid or unpaid

leave) be handled by

a special service

Events:

Marriage/Divorce
Add/drop children
Leave of absence
lliness/injury
Disability

Death

team

Events:

- Change jobs

- Change pay

- Lay-off

- Change unions

- Change payroll systems
- Discipline

» County
Employment

RECOMMEND:

"Out processing"
of employees
leaving county

service be handled
by a special
service team

RECOMMEND:
Retirement
administration be
handled by the
new Retirement
Operations team

Reasons:

- Voluntary

- Retirement
- Death

- Disciplinary
- Disability

Note: Each of the events noted above each have their individual benefitsadministration processes

Chart Source: HR Unification Program
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Compensation and Benefits
.. . Quantifiable Business Case Project
Em P I oyee Leave Administration Dye Management Group, Inc.

Leave Qualifying BROS. determins
event occurs [ Dbenefits’COBRA . )
eligibility Is employee required to self-pay basic/
i enhanced life, AD&D, and LTD insurance?
Employee Notifies ) BROS Leave
P DeptiDiv Is COBRA Now LTD claim NG No_sl  Administrator
needed A needed? ;
Management continues to
monitor leave in
conjunction with
i Yss Yves Yss HR Staff including
Request for Leave ) KCFML/FMLA
fillgd out by Dept Enter COBRA BROS LTD Claim BRQS'Leave —p| time frames and
Management event into EBMS person reports Admlmstrator leave status
claim to CIGNA reviews coverage
and documents i
i amounts for
notification to
employee Upon return frlom
Request for Leave COBRA event I_eav_ej, beneflts_
forwarded to Dept/ reported to AAI i ellglb_lllty status is
Div HR Staff reviewed and
T accounted for in
Error Employee Benefits i the systems of
Correction Mar?ag);ment System Self pay notice record as
sent to employee applicable. Upon
termination,
T:SZVHVE COBRA status is
' reviewed and
adjusted as
applicable Upon
Yes KCFML or FMLA
HR entfers in ; eilrllgfs”tlgé
system & forwards COBRA/seIf-r’Jay
o BRQ.S Leave status is reviewed
Administrator as applicable.
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Compensation and Benefits
. L. . Quantifiable Business Case Project
Employee Exit Administration Dye Management Group, Inc.

‘ Begin systems/management termination process ‘

Employee resigns, Department/ Dept/Div HR inform Health
retires, dies or is Division HR Staff BROS of termination )
. » . pass HR Staff Yesy| benefits & : :
informed of layoff, review review? (or payroll system COBRA? Vacation and sick leave -
termination, etc. documentation ) does) ) pay out based on existing
L cash out rules
\ Corrections needed Yes No \/
Employee_attends Begl_n employee Did employee have ) Enter COBRA
BROS exit class termination process County health benefits information into »| Employee paid out
and they or dependants EBMS
are eligible for COBRA
aigbler e e by BROS Operations porsommel _coBRa =
? information —
reported to AAl
No « End of Systems/
Management Termination
process
Deferred Employee (or beneficiary if applicable) is counseled on deferred

Comp? compensation distribution by BROS Deferred Comp personnel

Life/AD&D
claim?

Employee/beneficiary is assisted with life/AD&D claim by BROS
Life Claims personnel

Claim form is sent to Life Insurance/AD&D company by BROS
No < Life Claims personnel

Retirement
Benefits?

Employee is assisted with retirement benefits affidavit by BROS
retirement personnel

‘ End of employee termination process




Compensation and Benefits

Process Inputs Outputs Method Performed By Timing Gaps/Opportunities
Classification Request for classification Project charter, work e Manual HR Director (L) e 6t08 Gaps and Issues
System Devel- system development or plan, user requirements, : months ;
opment modification and testing plan © MSA Comp & Benefits (L) ¢ TIOO r.?.ani'.JOb

- I . ) . e People- HR Staff classtiications.
Existing classification rules ](Po(:seltrlr?rllguee;stlgr:]gar::(;n_ Soft L abor/Emblove o The job classifica-
Existing compensation ployees Relati ploy tion process is
rules agers to describe _V\_/ork elations lengthy and em-

done in every position or HRIM ployees may have

Request to solve existing
problem

Periodic review (every
three years)

by each employee

Results of questionnaire
testing

Completed question-
naires

Results of draft class
specification develop-
ment and testing of draft
with stakeholders, job
groups (fatal flaw re-
view).

Finalized class specifi-
cations and results of
confirmation testing that
each job/body of work is
allocated to the appro-
priate class

Results of assignment of
classifications to specific
pay ranges, and associ-
ated testing

Approvals from decision
makers

Results of determining
specific pay rates for
each employee in the
class and pay range as-
signed, and associated
testing

HR Communications

HR Service Delivery
Manager

HR Cabinet
Budget Office
PSSD (L)

ITS

Council

ELPC

Hiring Authority

(L) — Lead of one or
more tasks

too much influ-
ence in current
process.

e Council approval
of job classifica-
tion happens only
twice a year.
Twice a year is not
effective

¢ No feedback to
departments about
status, etc. of job
classification re-
quests

e Thereis aten-
dency to point to
salary first and
then build a classi-
fication around the
salary

e The “labor agree-
ment factor” adds
complexity to the
classification proc-
ess.

e Inconsistencies in
coding jobs

Opportunities

e Move toward re-
ducing number of
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Process

Inputs

Outputs

Method

Performed By

Timing

Gaps/Opportunities

job classifications
while still accom-
modating depart-
ment’s need for
special classifica-
tions for specific
jobs.

e Develop short-

ened process for
job classification
process and have
more weight in
process by “ex-
perts” rather than
employees

e Implement proc-

ess for Council job
classification ap-
provals on a more
timely basis.

e Develop online,

county-wide, Intra-
net-based job
classification re-
guest and tracking
system with input
on requirements
from the depart-
ments

e Standardize the

classification ap-
proach based on
an understanding
of the skill set and
the job rather than
salary, and en-
courage all de-
partments in the
county to work
under it.
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Process Inputs Outputs Method Performed By Timing Gaps/Opportunities
e Develop classifica-
tion procedures
that address the
“labor agreement
factor” challenges,
specify limitations,
and possibly reach
agreement with
union negotia-
tors/unions on re-
sult
Compensation Request for compensation Project charter, work e Manual HR Director (L) For re- Gaps and Issues
System Devel- system d_evelopment or plan, user requirements, Comp & Benefits (L) presented e Process can be
opment modification and testing plan employee lengthy with rep-
Existing compensation Results of preparation Iliaetl);EéEnrgployee gsg%svifir_] resented employ-
rules for market survey includ- 5 ees talking as long
ing sample “benchmark HR Communications years as 1to 2 years
Jobs” fo use in the sur- HR Service Delivery Fornon-re- | |\ feedback to
vey a_nd their job de- Manager presented departments about
scriptions, survey tools _ employees status. etc. of
including analytical HR Cabinet usually compensati )
pensation re
methods to be us_ed on Payroll Systems takes less quests
data, and determination Support Develop- than 12
of comparable employ- months e No access to com-

ers to survey.
Result of market survey

Developed job content
evaluation method in-
cluding factors and fac-
tor rating scale

Created wage/salary
tables

Benchmark for
jobs/classifications on
salary/wage table result-
ing from reconciliation of
external market data
with internal alignment

Results of setting
wage/salary rates for
non-benchmark

ment (PSSD) (L)
ITS

Council

ELPC

Hiring Authority

Union

(L) — Lead of one or
more tasks

pensation data for
market research
analysis

¢ No matter how
great the system
is, union negotia-
tion is a blockage

e Thereis a need
for different types
of compensation
parameters for
call-out pay, haz-
ardous duty pay,
and market premi-
ums, and broad-
band salary
schedules
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Process

Inputs

Outputs

Method

Performed By

Timing

Gaps/Opportunities

jobs/classifications using
internal alignment meth-
odology

Approvals from decision
makers

Opportunities

e Develop short-
ened compensa-
tion process
through process
streamlining

e Develop online,
county-wide, com-
pensation request
and tracking sys-
tem with input on
requirements from
the departments

e Provide online
access to com-
pensation data for
departmental re-
search purposes

e Standardize an
approach to union
negotiation that
includes pre-
negotiation dis-
cussions with ne-
gotiators regarding
compensation pa-
rameters

Classification/
Compensation
Administration

Existing classification rules

Existing compensation
rules

Request for reallocation of
exiting body of work (filled
or vacant) to an existing
classification

Request for allocations of
newly created positions to
an existing allocation

Request for allocations
where there is no suitable
existing classification

Result of applying com-
pensation rules to indi-
viduals such as pay at
hire, step increase for
longevity, pay increases
for performance, special
duty pay, out of class
pay, special add to pay
such as shift differen-
tials, promotions, trans-
fers and demotions

Results of responding to
requests for reallocation
of exiting body of work

Manual

People-
Soft

MSA

Union
HR Staff (L)
Comp & Benefits

HR Service Delivery
Manager (L)

Hiring Authority
Supervisor

Department Man-
agement

PSSD
Payroll Ops

Gaps and Issues

e Lack of timely
feedback to de-
partments about
status, progress,
etc. of requests.
No standardization
and established
timelines in proc-
ess

e Department HR is
bypassed by
management re-
guesting directly to
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Process

Inputs

Outputs

Method

Performed By

Timing

Gaps/Opportunities

to existing classification
including employee or
supervisor question-
naire, completed ques-
tionnaire, allocation de-
termination by Classifi-
cation Specialist, and
pay adjustments

Results of responding to
requests for allocations
of new positions to exist-
ing allocation including
position questionnaire
for Supervisor, com-
pleted questionnaire,
and allocation determi-
nation by Classification
Specialist

Results of responding to
requests for allocations
where there is no suit-
able existing classifica-
tion including position
questionnaire for Super-
visor, completed ques-
tionnaire, draft of new
class specification, de-
termination if salary
range can be assigned
via internal alignment
principles or if a market
survey is needed, and
result of market survey

(L) — Lead of one or
more tasks

HRD, thus, leaving
Department HR
out of the loop and
unable to provide
quality assurance,
and responses
from HRD at times
go directly to man-
agement or em-
ployee, again by-
passing depart-
ment HR.

e “Priorities of the
day” may gain un-
fair advantage in
being considered

e Responses by
HRD back to the
department are in
an inconsistent
structure

e The appeal proc-
ess to the Person-
nel Board is un-
pleasant, time-
consuming, and
lengthy for the de-
partments. The
Personnel Board
only meets once a
month for % day,
but code requires
this process

e Thereis no de-
fined process for
moving job from
union to non-union
and visa versa

Opportunities

¢ Develop online,
county-wide, re-
guest and tracking
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Process

Inputs

Outputs

Method

Performed By

Timing

Gaps/Opportunities

system promoting
standardized
processes and in-
cluding timelines,
targets and con-
tact person

e Utilize the SDM

position in the De-
partments as a
conduit for re-
quests to HRD
and responses
from HRD, and to
add quality assur-
ance to the proc-
ess

e Develop a stan-

dardized process
where the depart-
ment, HRD and
employee attempt
to reach a resolu-
tion through alter-
native means be-
fore going to the
Personnel Board,
based on a prede-
termined flowchart
of viable alterna-
tives

e Develop a stan-

dardized process
and clearinghouse
for classification
requests to be re-
viewed and priori-
tized for action
based on pre-
determined pa-
rameters, and for
request results to
be reviewed by
HRD and returned
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Process Inputs Outputs Method Performed By Timing Gaps/Opportunities
to departments in
a consistent struc-
ture
Pay Implementa- | ¢ Request for pay implemen- | e Project charter, work e Manual Comp & Benefits (L) Gaps and Issues

tion Develop-
ment

tation development

plan, user requirements,
and testing plan

Result of refining stake-
holder’s expectations
and identifying popula-
tion

Fiscal Note

Labor Employee
Relations

HRIM

HR Service Delivery
Manager

HR Cabinet
Budget Office
PSSD

Payroll Ops
ITS

PAO

Executive
Benefits Ops
Hiring Authority

(L) — Lead of one or
more tasks

e When there's a
new pay delivery
requirement in a
Labor Contract,
HR needs to have
information for
calculating the fis-
cal impact. Model-
ing is difficult be-
cause information
resides in two
separate systems

e Historical analysis
of payroll data is
outsourced be-
cause King county
is not able to
combine payroll
data from the two
systems

e Cost estimates are
generally not ac-
curate due to a
cumbersome allo-
cation process

e There is a com-
munication break-
down between
departments when
forecasting is
complete.

e Fund managers
are not involved
early in the proc-
ess; they need
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Process

Inputs

Outputs

Method

Performed By

Timing

Gaps/Opportunities

advance informa-
tion to determine
budget impact

There is no
mechanism for
identifying
changes between
preliminary, 2nd
preliminary and fi-
nal labor contract.
This information is
needed for deci-
sion making

The Budget Office
is not notified prior
to negotiating pay.
They need infor-
mation for plan-
ning

There is not a
clear definition of
appropriate coding
to use. This
makes historical
analysis difficult
and inaccurate

Information is
generally commu-
nicated after the
fact making it diffi-
cult to resolve is-
sues

There is no con-
sistency on con-
tract language

among contracts

Opportunities

Implement a sin-
gle payroll system
to retrieve accu-
rate/timely data for
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Process

Inputs

Outputs

Method

Performed By

Timing

Gaps/Opportunities

“fiscal” impact and
provide consistent
reporting of his-
torical data

¢ Simplify the allo-
cation process so
that cost estimates
are consistent and
more accurate

e Develop a com-
munication plan
for which involves
the Department
Fund Manager
and Budget office
earlier in the proc-
ess

e Develop a mecha-
nism to report the
effects of changes
in labor contract
terms throughout
the process

e Develop and
communicate con-
sistent coding
standards. Estab-
lish an ongoing
training plan to
ensure consis-
tency over time

e Develop standard
contract language
that could be ap-
plied to multiple
contracts. Include
consistent lan-
guage on special
treatment items
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Process Inputs Outputs Method Performed By Timing Gaps/Opportunities
Pay Implementa- | e Request for pay implemen- Project charter, work Manual HR Director Gaps and Issues
tion tation plan, user requirements, MSA Comp & Benefits (L) e Thereis a tremen-

and t?.stlng plan People- Labor/Employee dous duplication of
Identified Payroll system Soft Relations (L) efforts because

changes. Activities in-
clude: Core Financials -
reconcile cost centers
and project accounts,
and update class codes
and FLSA codes;
Budget — Fund recon-
ciliation, supplemental
budgets passed; Payroll
— Validate set-ups,
populate job rows (HR),
update salary tables
(PeopleSoft), coordinate
with MSA, new transac-
tion codes, DOE'’s if
necessary

Calculated pay changes

Approvals from decision
makers

Updated set-ups to Pay-
roll, Core Financials and
Budget

Results of quality assur-
ance steps

Paychecks reflecting
pay changes
Results of lessons
learned review

Communication Work
Plan

HR Communications
HRIM

HR Service Delivery
Manager

HR Cabinet (L)

Financial Manage-
ment

Budget Office (L)
PSSD (L)
Payroll Ops (L)
ITS

Fund Managers
Council

Benefits Ops

(L) — Lead of one or
more tasks

everything needs to
be set up in both
PeopleSoft and
MSA

Some agencies are
on PeopleSoft and
others on MSA,
and some on both
systems (straddle)

Pay schedules are
normally different
for each collective
bargaining agree-
ment. The county
would like to get
80% of the county
on the squared sal-
ary table to simplify
pay implementa-
tion. Some groups
will resist this effort

There is a lack of
control in MSA.
There is no auditing
and validating of
data to prevent
overpayments and
discrepancies

System features
are not used con-
sistently among
departments

There is a lack of
communication to
employees in the
process
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Process

Inputs

Outputs

Method

Performed By

Timing

Gaps/Opportunities

Agreements and
decisions are not
documented during
meetings when
payroll implementa-
tion issues are dis-
cussed

Opportunities

Implement a single
payroll system to
eliminate “Straddle”
situation and dupli-
cation of effort, and
support consistent
coding standards

Move the county
toward the squared
salary table to sim-
plify pay implemen-
tation

Develop edits and
validations to en-
sure accurate pay
implementation up-
dates

Develop and com-
municate proce-
dures for dealing
with pay implemen-
tation issues. Es-
tablish an ongoing
training plan to en-
sure consistency
over time

Develop a commu-
nication plan for
Pay Implementa-
tion which includes
employee commu-
nications and in-
formation on timing
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Process

Inputs

Outputs

Method

Performed By

Timing

Gaps/Opportunities

(a “Calendar of
Process”)

e Develop a method-
ology for consis-
tently documenting
decisions and
agreements made
during Pay Imple-
mentation

Pay Implementa-
tion Administra-
tion

Communication Work Plan

Existing monitoring/audit
criteria/design methodol-

ogy

Updated Communication

Work Plan
Confirmed monitor-

ing/audit criteria/design

methodology

Results of monitor-
ing/audit function

Lessons learned

Feedback to HR Cabi-

net, PIA team and
stakeholders

Manual

Comp & Benefits
PSSD
Payroll Ops

HR Service Delivery
Manager

HR Staff
HR Cabinet

Department Man-
agement

HR Communications
QA Team (L)

(L) — Lead of one or
more tasks

Gaps and Issues

e There is a lack of
audits on pay to
ensure accuracy
and validity

e There is little flexi-
bility for making
changes or cor-
recting errors

e There is no his-
torical data avail-
able on-line for
MSA. Custom
programming is
required

e Lack of user-level
ad hoc reporting
from PeopleSoft
and MSA

e There are termi-
nology differences
coming from Peo-
pleSoft and MSA

e There is inconsis-
tency on coding in
MSA, and incon-
sistency between
MSA and People-
Soft

e When an em-
ployee transfers, it
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Process

Inputs

Outputs

Method

Performed By

Timing

Gaps/Opportunities

is difficult to trans-
fer the employee
record from one
system to the
other

Ad hoc reporting is
difficult, often re-
quiring analysis of
paper payroll
documents in the
departments for
MSA

Opportunities

Implement on-
going audits to
ensure data accu-
racy and validity

Implement a sin-
gle HR/Payroll
system to facilitate
historical reporting
and a consistent
job coding struc-
ture for ad hoc re-
porting. There
should be a single
source for histori-
cal payroll data

Develop a flexible
method for making
updates and cor-
rections to pay

Develop, define
and communicate
standard terminol-

ogy

Benefits System
Development

Request for benefit system
development

Project charter, work
plan, user requirements,
and testing plan

Manual

HR Director (L)
Comp & Benefits (L)

Labor/Employee
Relations (L)

Every 3
years

Gaps and Issues

The Benefit Sys-
tems Development
process is very
political, based on
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Process Inputs Outputs Method Performed By Timing Gaps/Opportunities
Issue papers and draft e HRIM Plan ﬁtrateg!;:hobjec-

i - o ives with many
L?Scig?mzﬂgfst'on for de ¢ HR Communications ggéngecsoﬁén gabqr_impactlf. The
Negotiation strategy * HR Cabinet ple years to me;: ISlort] rr]‘n axers

: implement y not have
Benefits models and * Budget Office adequate informa-
results of fiscal analysis ¢ Financial Manage- tion with regards
- ment to the administra-
Approvals from decision tive costs and
makers + IS complexity of pro-
Results of negotiations e PAO posed policy
with Joint Labor Man- e Executive changes
agement Insurance « New types of
Committee (JLMIC) e ELPC benefits may re-
Results of presentation e JLMIC sult in significant
by labor to Labor Coali- e Labor Coalition culture change.
tion This information is
. e BROS not always com-
Signed JLMIC contract « (- Lead of one or munlcatgd to em-
Approvals by county more tasks ployees in a timely
manner
Result of lessons
learned review Opportunities
¢ Involve the Benefit
OPS team upfront
to provide back on
the feasibility in
terms of adminis-
trative costs and
complexity of im-
plementing the
proposed policy
changes
¢ Include communi-
cation to employ-
ees in the rollout
plan to address
cultural change
and training issues
Benefits System | ¢ Request for benefit system Project charter, work e Manual e Comp & Benefits (L) Gaps and Issues

Implementation

Implementation

plan, user requirements,
and testing plan

¢ HR Communications

L

e There is a lack of
communication to
departments and
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Process Inputs Outputs Method Performed By Timing Gaps/Opportunities
Preparations for Re- HR Service Delivery end users in this
quest for Proposal in- Manager proc;ass. Deptatrt-
cluding scope of work ' ments are not oo
and other specific re- Budget Office involved in the
guirements, scoring PSSD procgss; this is
categories and points, pavroll mostly a procure-
and various data items ayroll Ops ment effort
needed by vendors to ITS e After the contract
make credible bid PAO is awarded there
Request for Proposal ILMIC IS a transition into
(RFP), pre-proposal the Benefits Sys-
conference, and written BROS (L) tem Administration
responses to vendor process. Itis not
questions Procurement clear where the

(L) — Lead of one or actual handoff oc-
_Scoregl RFP responses more tasks curs
including result of analy- .
sis of response con- Opportunities
tents, results of oral e Implement com-
presentations, results of munication and
reference checks, and training plan for
results of Best and Final major cultural and
Offer activities policy changes
Awarded contract e Develop an im-
User requirements for plementation
implementation of ad- methodology
ministration and admini- which ensures a
stration manuals clear handoff to
B Benefits admini-
Identified Payroll system stration. Method-
changes ology should in-
Communication plan clude clear coor-
) dination between
S_ummary plan descrip- contract award
tions and delivery to
Results of lessons end users
learned review
Bene_fi_ts System | e Need for benefits system Results of benefits sys- Manual HR Staff Gaps and Issues
Administration administration tem enrollment process MSA Hiring Authority e There are no au-
including Hire decision, dits conducted for
hire letter, completed People- HR Service Delivery ;
g benefit enrollment
new hire forms, com- Soft Manager

pleted Payroll informa-

or changes. Em-

D-79



Process

Inputs

Outputs

Method

Performed By

Timing

Gaps/Opportunities

tion, Payroll system en-
try of information, Orien-
tation, employee benefit
selection, system entry
of benefits information,
transmittal of benefits in-
formation to carriers,
and confirmations, Plan
booklets and medical
cards sent to employee

Results of open enroll-
ment process including
open enrollment materi-
als, employee education
via sessions, Web site
and call line, processed
enrollment forms, cover-
age confirmation materi-
als sent to employee
and lessons learned re-
view

Results of employment
lifecycle including em-
ployee hire, start of
benefits, personal life
events effecting bene-
fits, career events effect-
ing benefits, and em-
ployee termination

PSSD

Payroll Ops

BROS (L)

Vendors

ITS

HR Communications

Department Man-
agement

Labor/Employee
Relations

Union

(L) — Lead of one or
more tasks

ployees do not al-
ways notify HR
when there is a
change in status
such as divorce or
change in de-
pendant eligibility.
The county may
continue to pay
benefits it is not
legally required to
pay. There is no
penalty for failure
to make proper
notification

e Employees do not

have easy access
to benefits infor-
mation. Employ-
ees request bene-
fit changes
through paper
forms routed to
HR. Not all em-
ployees have ac-
cess to computers
so a variety of
methods for ac-
cessing benefits
information would
need to be con-
sidered. Depart-
ments do not have
access to benefits
data

e Delays in posting

terminations in
MSA can lead to
delays in an em-
ployee receiving
their retirement or
workman’s com-
pensation benefits
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Process

Inputs

Outputs

Method

Performed By

Timing

Gaps/Opportunities

Opportunities

Develop an audit
procedure for re-
viewing and verify-
ing employee
benefit enrollment
and changes to
ensure compli-
ance with county
policies. Consider
imposing penalties
for non-
compliance.

Implement em-
ployee and man-
ager self-service
for benefits ad-
ministration. Pro-
vide multiple
means of access-
ing data (website,
IVR, service cen-
ter, etc)

Make changes
that will reduce
current delays in
posting termina-
tions in MSA.

Develop an audit
procedure for re-
viewing and verify-
ing employee
benefit data on re-
tirement to ensure
compliance with
county policies.
Consider modify-
ing county policies
or providing better
communication to
address special
circumstances
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Process Inputs Outputs Method Performed By Timing Gaps/Opportunities
Benefits System e Qualifying event occurs e Results of analysis lead- | e Manual HR Staff Opportunities
ﬁdmlnlstratlon - necessitating a request for ing to approved leave e MSA HR Service Delivery e Centralize leave

eave leave. . . L AR
o Employee is monitored e PS Manager administration in
e Analysis of event to deter- to ensure proper pay PSSD order to ensure
mine eligibility/ type of treatment in order to de- proper compliance
leave. termine if COBRA/Self- Payroll Ops of very complex
Pay for non-health bene- BROS (L) leave statutes, i.e.
fits (life/AD& D/LTD) or FMLA, KCFML,
LTD claim application is Vendors USERAA, ADA,
needed and when. ITS WC, DRS, and
« When/If COBRA/Self- Department Man- wea
Pay for non health bene- agement e Develop proce-
fits is necessary, proper dures to monitor
notification and paper Labor’/Employee overlaps between
work is processed. Relations all the leave pro-
e When/If LTD is neces- Union grams atKing
sary proper notification county and What.
Yy prop . Safety & statutes are appli-
and paperwork is proc- Claims/Disability cable and the
essed. Services i
overlaps or possi-
o When employee returns ble conflicts
from leave employee is « Manage leave
processed back into the absence to ensure
payroll system. that only those
e Follow-up monitoring for employees entitled
intermittent leave and to county paid
other variations. benefits receive
them and contain
costs
Benefits System | o Employee resigns for vari- | ¢ Employee attends the e Manual Dept HR Staff (L) Opportunities
édmlnlstratlon - ous reasons. BROS exit class. e PS BROS (L) « Manage employee
mployee Exit . e iaie
e Paperwork is prepared for * Notification made to AAI | MSA PSSD Exit” process
terminations: layoff, for for COBRA and or re- (Employee Leaves
cause, voluntary resigna- tiree medical. e External Payroll county Employ-
Lo e et r |+ Vedcwe ignieen- | S|4 et e e
- oyees are referred to ;
ability). ga():/ifiCare Secure Hori- Dept HR SDM with Contract??I
o Existing cash-out rules are zons benefit coverage. Labor/Employee ag;eements (Iife
applied. Relations and AD & D con-

versions),
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Process

Inputs

Outputs

Method

Performed By

Timing

Gaps/Opportunities

Affidavit to apply for re-
tirement benefits is pre-
pared.

Employee/dependent dies.

Employee is counseled
on deferred compensa-
tion distribution if appli-
cable.

Information prepared
and sent to insurance
company for life insur-
ance and AD& D claim.

Deductions (i.e. FSA are
stopped prior to final
paycheck.)

Safety &
Claims/Disability
Services

Union
Vendors

Federal law (CO-
BRA),county pol-
icy (Retiree medi-
cal)

Manage process
to contain costs to
ensure that county
pays for only
benefits that are
required
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111. Performance Measures Review

The focus group session will review the following chart. The Business Goals and Improvement
Opportunities are from the county’s Vision and Goals statement. Possible Benefits and Measures
have been added. The objective of the review is to validate, refine and enhance the Benefits and
Measures. Attendees are encouraged to review the chart prior to attending the session.

ministration, competency
management, career
planning for manager level
and higher, succession
planning for key employ-
ees, labor issues,
class/compl/labor contract
implementation, and con-
tract and temporary labor
management tracking

plement appropriate
technical infrastruc-
ture to support the
redesigned model

Business King County Business Improvement Op-

Area Goal portunity Benefit Measure
Human Comply with labor agree- Identify and Resolve Avoidance of Number of re-
Re- ments, as well as federal, situations where HR possible legal lated lawsuits
sources state and county laws business processes complications

and supporting tech- of non- Number of re-
nical infrastructure performance lated labor dis-
has not kept up with putes
laws and labor Number of audit
agreements deficiencies
Human Provide employees, retir- Direct-access, possi- Increased Number of web-
Re- ees and fiduciaries direct bly Web-based, per- county em- site hits
sources and secure access, as sonal HR data query ployee, retiree L
appropriate, to personnel, capabilities for em- and fiduciary Processing time.
payroll, time and atten- ployees, retirees and satisfaction Time spent per-
dance, benefit, and retire- | fiduciaries forming strategic
ment information rather than ad-
ministrative ac-
tivities
Human Improve human resource Redesign HR func- Increased Number of com-
Re- management to include: tional processes county em- plaints
sources position management, based on improving ployee satis- .
recruitment, training ad- efficiency, and im- faction Size of technol-

Increased HR
professional
satisfaction

Increased level
of service

Consistent and
innovative
processes

Improved data
accuracy

Consolidation
to a single HR
system

ogy infrastruc-
ture

Time spent per-
forming strategic
rather than ad-
ministrative ac-
tivities

Processing time

06804r10 Appendix D

160704-13.00

King County, State of Washington
Quantifiable Business Case — Appendix D
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Business King County Business Improvement Op-
Area Goal portunity Benefit Measure
Increased
county and HR
management
satisfaction
More efficient
management
decision-
making
Reduced re-
porting and
analysis per
employee
Human Provide secure access to Direct-access, possi- Increased Processing time
Re- and maintenance of HR bly Web-based, em- county man- .
sources related information by su- ployee human re- agement satis- Tlme_ spent per-
pervisors and managers to | source data faction forming strategic
meet their management guery/update capa- . ra_th_er than ad-
decision-making activities | bilities for supervisors More efficient ministrative ac-
and managers county man- tivities
agement deci-
sion-making
Human Empower employees to Direct-access, possi- Increased Processing time
Re- secure access and main- bly Web-based, per- county em- .
sources tain their own HR informa- | sonal human re- ployee satis- Time spent per-
tion were appropriate source data faction forming strategic
query/update capa- rather than ad-
bilities for employees ministrative ac-
tivities
Human Increase effectiveness in Resolve situations Increased Number of em-
Re- the delivery of human re- where HR business county em- ployees proc-
sources source activities resulting processes and sup- ployee satis- essed
in reduced processing porting technical in- faction o
time frastructure work Processing time
against effective ser- Reduced HR Time spent per-
vice delivery activity turn- formin -
around time g strategic

rather than ad-
ministrative ac-
tivities

06804r10 Appendix D

160704-13.00

King County, State of Washington
Quantifiable Business Case — Appendix D
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V. Critical Success Factors

In an open discussion, focus group attendees will be requested to respond to the questions
included below. Attendees are encouraged to determine their perceptions prior to the session.

A. What are the top three opportunities for improvement in the
Compensation & Benefits business function? What are the
obstacles to successfully achieving these objectives?

Answer:

e  Labor Issues-Impacts decision making
e  Dual Systems-need a single system tracking ability
e Interfacing capabilities / Broad Electronic Access

e  Consistency in all business practices

Obstacles to above: funding, resistant to change, political environment, level of training
effort to implement new system.
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V. What’s Next?

Follow-up with specific individuals to clarify current business processes and opportunities,
as necessary.
Conduct a second focus group session to review updates to the current business processes

resulting from feedback from the first focus group session and confirm the issues, gaps and
constraints identified, review proposed business process improvements, and discuss identi-

fied high-payback business processes.
e  Develop costs of current business processes through a survey of county departments.

06804r10 Appendix D King County, State of Washington
160704-13.00 Quantifiable Business Case — Appendix D



D-88

King County, State of Washington

Quantifiable Business Case

Human Resources Focus Group Session 2

[ |
Business Area: Human Resources
Business Function: Compensation and Benefits
Date: Monday, March 1, 2004
Time: 1:30 PM to 4:30 PM
Location: King Street Center, 3D/3E

Agenda
[ |

I.  Introduction
Il. Findings From First Session
I11. Opportunities for Improvement

V. Analysis of Opportunities
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I. Findings from First Session

A. Classification System Development

e  Too many job classifications.

e  The job classification process is lengthy and employees may have too much influence
in current process.

e  Council approval of job classification happens only twice a year. Twice a year is not
effective

e No feedback to departments about status, etc. of job classification requests

e There is a tendency to point to salary first and then build a classification around the
salary

e  The “labor agreement factor” adds complexity to the classification process.

e Inconsistencies in coding jobs

B. Compensation System Development

e  Process can be lengthy with represented employees talking as long as 1 to 2 years
e No feedback to departments about status, etc. of compensation requests

e No access to compensation data for market research analysis

e  No matter how great the system is, union negotiation is a blockage

e There is a need for different types of compensation parameters for call-out pay,
hazardous duty pay, and market premiums, and broadband salary schedules

C. Classification/Compensation Administration

e Lack of timely feedback to departments about status, progress, etc. of requests. No
standardization and established timelines in process

e  Department HR is bypassed by management requesting directly to HRD, thus, leaving
Department HR out of the loop and unable to provide quality assurance, and responses
from HRD at times go directly to management or employee, again bypassing
department HR

e  “Priorities of the day” may gain unfair advantage in classifications being considered
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Responses by HRD back to department are in an inconsistent structure

The appeal process to the Personnel Board is unpleasant, time-consuming, and lengthy
for the departments. The Personnel Board only meets once a month for % day. Code
requires this process

There is no defined process for moving job from union to non-union and visa versa

D. Pay Implementation Development

When there’s a new pay delivery requirement in a Labor Contract, HR needs to have
information for calculating the fiscal impact. Modeling is difficult because information
resides in two separate systems

Historical analysis of payroll data is outsourced because King County is not able to
combine payroll data from the two systems

Cost estimates are generally not accurate due to a cumbersome allocation process

There is a communication breakdown between departments when forecasting is
complete.

Fund managers are not involved early in the process; they need advance information to
determine budget impact

There is no mechanism for identifying changes between preliminary, 2nd preliminary
and final labor contract. This information is needed for decision making

The Budget Office is not notified prior to negotiating pay. They need information for
planning

There is not a clear definition of appropriate coding to use. This makes historical
analysis difficult and inaccurate

Information is generally communicated after the fact making it difficult to resolve
issues

There is no consistency on contract language among contracts

E. Pay Implementation

There is a tremendous duplication of efforts because everything needs to be set up in
both PeopleSoft and MSA. Some agencies are on PeopleSoft and others on MSA, and
some on both systems (straddle)

Pay schedules are normally different for each collective bargaining agreement. The
county would like to get 80% of the county on the squared salary table to simplify pay
implementation. Some groups will resist this effort

There is a lack of control in MSA. There is no auditing and validating of data to
prevent overpayments and discrepancies
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e  System features are not used consistently among Departments
e Thereisa lack of communication to employees in the process

e Agreements and decisions are not documented during meetings when payroll
implementation issues are discussed

F. Pay Implementation Administration

e There is a lack of audits on pay to ensure accuracy and validity
e  There is little flexibility for making changes or correcting errors

e There is no historical data available on-line for MSA. Custom programming is
required

e  Lack of user-level ad hoc reporting capability from PeopleSoft and MSA.
e  There are terminology differences coming from PeopleSoft and MSA

e There is inconsistency on coding in MSA, and inconsistency between MSA and
PeopleSoft

e  When an employee transfers, it is difficult to transfer the employee record from one
system to the other

e Ad hoc reporting is difficult, often requiring analysis of paper payroll documents in
the departments for MSA

G. Benefits System Development

e The Benefit Systems Development process is very political, based on strategic
objectives with many labor impacts. The decision makers may not have adequate
information with regards to the administrative costs and complexity of proposed
policy changes

e  New types of benefits may result in significant culture change. This information is not
always communicated to employees in a timely manner

H. Benefits System Implementation
e There is a lack of communication to departments and end users in this process.
Departments are not too involved in the process; this is mostly a procurement effort

e  After the contract is awarded there is a transition into the Benefits System
Administration process. It is not clear where the actual handoff occurs
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I. Benefits System Administration

There are no audits conducted for benefit enrollment or changes. Employees do not
always notify HR when there is a change in status such as divorce or change in
dependant eligibility. The county may continue to pay benefits it is not legally
required to pay. There is no penalty for failure to make proper notification

Employees do not have easy access to benefits information. Employees request benefit
changes through paper forms routed to HR. Not all employees have access to
computers so a variety of methods for accessing benefits information would need to be
considered

Departments do not have access to benefits data

Delays in posting terminations in MSA can lead to delays in an employee receiving
their retirement or workman’s compensation benefits
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I1. Opportunities for Improvement

A. Classification System Development

Move toward reducing number of job classifications while still accommodating
department’s need for special classifications for specific jobs

Develop shortened process for job classification process and have more weight in
process by “experts” rather than employees

Implement process for Council job classification approvals on a more timely basis

Develop online, county-wide, Intranet-based job classification request and tracking
system with input on requirements from the departments

Standardize the classification approach based on an understanding of the skill set and
the job rather than salary, and encourage all departments in the county to work under it

Develop classification procedures that address the *“labor agreement factor”
challenges, specify limitations, and possibly reach agreement with union
negotiators/unions on result

B. Compensation System Development

Develop shortened compensation process through process streamlining

Develop online, county-wide, compensation request and tracking system with input on
requirements from the departments

Provide online access to compensation data for departmental research purposes

Standardize an approach to union negotiation that includes pre-negotiation discussions
with negotiators regarding compensation parameters

C. Classification/Compensation Administration

Develop online, county-wide, request and tracking system promoting standardized
processes and including timelines, targets and contact person

Utilize the SDM position in the Departments as a conduit for requests to HRD and
responses from HRD, and to add quality assurance to the process

Develop a standardized process and clearinghouse for classification requests to be
reviewed and prioritized for action based on pre-determined parameters, and for
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request results to be reviewed by HRD and returned to departments in a consistent
structure

Develop a standardized process where the department, HRD and employee attempt to
reach a resolution through alternative means before going to the Personnel Board,
based on a predetermined flowchart of viable alternatives

Develop formal process for moving job from union to non-union and visa versa

D. Pay Implementation Development

Implement a single payroll system to retrieve accurate/timely data for “fiscal” impact
and provide consistent reporting of historical data

Simplify the allocation process so that cost estimates are consistent and more accurate

Develop a communication plan for which involves the Department Fund Manager and
Budget office earlier in the process

Develop a mechanism to report the effects of changes in labor contract terms
throughout the process

Develop and communicate consistent coding standards. Establish an ongoing training
plan to ensure consistency over time

Develop standard contract language that could be applied to multiple contracts.
Include consistent language on special treatment items

E. Pay Implementation

Implement a single payroll system to eliminate “Straddle” situation and duplication of
effort, and support consistent coding standards

Move the county toward the squared salary table to simplify pay implementation
Develop edits and validations to ensure accurate pay implementation updates

Develop and communicate procedures for dealing with pay implementation issues.
Establish an ongoing training plan to ensure consistency over time

Develop a communication plan for Pay Implementation which includes employee
communications and information on timing (a “Calendar of Process”)

Develop a methodology for consistently documenting decisions and agreements made
during Pay Implementation

F. Pay Implementation Administration

Implement on-going audits to ensure data accuracy and validity
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e Implement a single HR/Payroll system to facilitate historical reporting and a consistent
job coding structure for ad hoc reporting. There should be a single source for historical
payroll data

e Develop a flexible method for making updates and corrections on pay

e  Develop, define and communicate standard terminology

G. Benefits System Development
e Involve the Benefit OPS team upfront to provide back on the feasibility in terms of
administrative costs and complexity of implementing the proposed policy changes

e Include communication to employees in the rollout plan to address cultural change and
training issues

H. Benefits System Implementation

e Implement communication and training plan for major cultural and policy changes

e  Develop an implementation methodology which ensures a clear handoff to Benefits
administration. Methodology should include clear coordination between contract
award and delivery to end users

I. Benefits System Administration

e  Develop an audit procedure for reviewing and verifying employee benefit enroliment
and changes to ensure compliance with county policies. Consider imposing penalties
for non-compliance.

e Implement employee and manager self-service for benefits administration. Provide
multiple means of accessing data (website, IVR, service center, etc)

e  Make changes that will reduce current delays in posting terminations in MSA.

e Develop an audit procedure for reviewing and verifying employee benefit data on
retirement to ensure compliance with county policies. Consider modifying county
policies or providing better communication to address special circumstances

J. Benefits System Administration — Leave
e Centralize leave administration in order to ensure proper compliance of very complex
leave statutes, i.e. FMLA, KCFML, USERAA, ADA, WC, DRS, and WCA

e  Develop procedures to monitor overlaps between all the leave programs at King
County and what statutes are applicable and the overlaps or possible conflicts

06804r10 Appendix D King County, State of Washington
160704-13.00 Quantifiable Business Case — Appendix D

D-95



D-96

e Manage leave absence to ensure that only those employees entitled to county paid
benefits receive them and contain costs

K. Benefits System Administration — Employee Exit

e Manage employee “EXxit” process (employee leaves county employment) to ensure
timely compliance with Contractual agreements (life and AD&D conversions),
Federal law (COBRA), county policy (Retiree medical)

e  Manage process to contain costs to ensure that the county pays for only benefits that
are required
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I11. Analysis of Opportunities

The Opportunities for Improvement listed in the previous section were reviewed by the county’s
Human Resource Functional Lead. The review may have resulted in a combining of some
opportunities or the elimination of others, for the purposes of this analysis. In addition, the
analysis by focus group attendees may have had the same result.
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accuracy and e Accountabil- outliers frequenc
validity (post it q y
implementation y e Need to de-
perspective) e Problems in termine re-
processes sponsibility
will be found for audits —
sooner should con-
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Implementa-
Performance Organizational Role of Tech- tion Consid- Organizational Legal/Policy
Opportunity Benefit Measures Impact nology erations Constraints Constraints Risks
sider this be-
ing a function
of the HR
Quality As-
surance
process
Develop an e Reduced e Processtime | e None identi- e Database Training e Resources e None identi- e Potential for
?ﬁlmal source process turn- fied ¢ Intranet ser- Investigate e Commitment fied !OSS O.f data_
or electronic around time . . - . in during mi-
: vice delivery solution be- to consoli- -
access to his- | d : ided date current gration
torical payroll ¢ !mprove e Inquiry and Ing provide u
access to d via migration systems
data data to facili- reporting to a single
o fac tools g€ 1 o Political will
tate historical modern pay-
reporting roll system
e Improved ad
hoc reporting
capability
e Provides
single access
point for in-
formation
Benefits System Development
Involve the e Reduced e Processtime | e None identi- e Software Investigate e Resources e Must meet o None identi-
Benefits Ad- process turn- | Improved fied package solution be- HIPAA confi- fied
ministration around time customer ing pr_ovidgd dentiality re-
team upfront to « Reduction of satisfaction via ml_gratlon quirements
provide feed- errors with enroll- to a single,
back on the ment process fully-
feasibility in e Improved (via sSrve implemented,
terms of admin- efficiency scores) y modern pay-
istrative costs « Improved roll system
and complexity accuracy Number of
of implementing enrollment
the proposed e Freesup errors
policy changes BROS staff
time to han-
Implement dle questions
benefits enroll- q
ment soft- of substance
ware/systems at enroliment

rather than
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Implementa-
Performance Organizational Role of Tech- tion Consid- Organizational Legal/Policy
Opportunity Benefit Measures Impact nology erations Constraints Constraints Risks
(online and questions
IVR) capable of about how to
handling com- use enroll-
plex election ment system
decisions em-
ployees will
face for pro-
gram.

Benefits System

Develop an
implementation
methodology
which ensures
a clear hand-off
to Benefits
Administration.
Methodology
should include
clear coordina-
tion between
contract award
and delivery to
end users

Implementation

e Reduced
process turn-
around time

e Standardized
process
across
county

e Improved
efficiency

e Process time

¢ None identi-
fied

e None identi-
fied

e None identi-
fied

e Resources
e Resistance

form depart-
ments

e None identi-
fied

¢ None identi-
fied

Benefits System

Administration

Develop an
audit procedure
for reviewing
and verifying
employee
benefit enroll-
ment and
changes to
ensure compli-
ance with
county policies

e Improved
quality as-
surance of
process

e Reduced
costs by not
paying bene-
fits to those
who do not
qualify

e Reduced
requirements
for retroac-
tive changes

e Number of
retroactive
changes

e Cost of bene-
fits to un-
qualified re-
cipients

e Number of
grievances
related to
non-
compliance

e Cultural
change

e None identi-
fied

e Training

e Resources
e Resistance

from depart-
ments

e None identi-
fied

¢ None identi-
fied
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Implementa-
Performance Organizational Role of Tech- tion Consid- Organizational Legal/Policy
Opportunity Benefit Measures Impact nology erations Constraints Constraints Risks
e Improved

data accu-

racy
Implement em- e Improved e Processtime | e Large cul- o Self-service Training e Resources ¢ None Identi- e Employees
ployee and Process tum- | o\ e of tural change software Privacy is- « Two payroll fied must be able
manager self- around time to enroll.

: calls to ser- sues systems
service for e Transition vice center Systems
benefits ad- from entr Security is- must work.
ministration. support tg e Number of sues « Employee
Provide multiple consulting hits Migration not entering
means of ac- . . .

. e Number of issues re- information
cessing data ¢ Faster data errors lated to exist- correctly and
(website, IVR, entry into ina data timel y
service center, payroll sys- 9 Y
etc) tems Investigate

« Reduction in solution be-
arrors ing provided
via migration
to a single,
fully-
implemented,
modern pay-
roll system
Benefits System Administration — Leave
Centralize_ _ e Improved e Number of e Large culture | e Packaged Training e Resources e County leave | e None identi-
Ieavc_e ad_mlnl- consistency charge backs change Iegv_e ad_- Privacy is- « Resistance policies fied
stration in order across to depart- ministration
. sues from depart-
toensure county in ments software ments
proper compli- |ane appli- « Dollar « Inquiry and Nee(_j to de- _
ance of very cation proce- amount of reportin termine e Resistance
complex leave dures leave bene- togls 9 methodology from unions
statutes, i.e. « Reduced fits for conveying
FMLA, KCFML, costs due to data from
USERAA, ADA, ensuing that e Number of departments
WC, DRS, and only those employees Investigate
WCA, sup- on leave at .
employees : solution be-
ported by tech- entitled to any given ina provided
nology includ- . time and 19 ProVICK
. county paid ; via migration
ing leave track- leave receive what kind of to a single
ing leave ge

them

fully-
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Implementa-
Performance Organizational Role of Tech- tion Consid- Organizational Legal/Policy
Opportunity Benefit Measures Impact nology erations Constraints Constraints Risks
o Will imple- implemented,
ment proce- modern pay-
dures to roll system

monitor over-
laps between
all programs
at the county
and what
statutes are
applicable
and the over-
laps or pos-
sible conflicts

e Increased
communica-
tion

e Increased
accuracy in
benefit pay-
ments

e Reduced risk
of improper
determina-
tions

e Improved
consistency
of application

Benefits System

Administration - Employee Exit

Manage em-
ployee “Exit”
process (em-
ployee leaves
county em-
ployment) to
ensure timely
compliance with
Contractual
agreements
(life and AD &

e Decreased
process
costs

e consistency
of application

e Accuracy
o Efficiency

e Accountabil-
ity

e # of call cen-
ter contacts

e Number of
collections of
insurance
premiums

e None identi-
fied

e Intranet ser-
vice delivery

Training

Need to de-
velop online
leave form to
capture info
from em-
ployees who
cannot at-
tend in per-
son

e Resources

e Statutes are
in place that
govern ter-
minations

e None identi-
fied
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Implementa-
Performance Organizational Role of Tech- tion Consid- Organizational Legal/Policy
Opportunity Benefit Measures Impact nology erations Constraints Constraints Risks

D conversions), Employees « Communica-
Federal law are informed tion
(COBRA), of rights
county policy timely
(Retiree medi- .
cal) In compli-

ance with

statures that

govern ter-

minations
Manage proc- Reduced e Processtime | e None identi- e None identi- e Training e Resources o None identi- ¢ None identi-
ess to contain process turn- | Dollars fied fied fied fied
costs to ensure around time
that the county L sa}vgd by
pays for only Reduct!on in gllmlnatlo_n of
benefits that delaysin | inappropriate
are required tperx post)i/ng pay

of termina-

tions

Improved

accountabil-

ity

Improved

accuracy
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King County, State of Washington

Quantifiable Business Case

Human Resources Focus Group Session 1

[ |
Business Area: Human Resources
Business Function: Organization and Individual Productivity
Date: Thursday, February 12, 2004
Time: 8:30 AM to 12:30 PM
Location: King Street Center, 3E/3D

Agenda
[ |

l. Introduction

II. Business Process Review

I11. Performance Measures Review
IV. Critical Success Factors

V. Next Steps
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I. Introduction

A. Quantifiable Business Case Project

The Quantifiable Business Case project will review King County’s current business
operations model focusing on the Human Resources, Payroll, Financials and Budget
business areas. A business operations model includes organizational structure, business
processes, work flow and associated costs. The results of the review will be analyzed with
an eye toward determining opportunities to increase business process efficiencies and
effectiveness, and a business case will be constructed for an improved business operations
model based on cost, benefit and risk.

B. Focus Group Session Approach

Attendees of the focus group session will be subject matter experts selected by the county
for their knowledge and experience in the business function or functions to be addressed.
Session activities will include validation and refinement of the high-level business process
diagrams/charts and performance measures included in this document, as well as discussion
of business function and overall project success factors.

C. Business Function Focus

The Human Resources business function to be reviewed during this focus group session is
Organization & Individual Productivity. The objective of this business function is to
provide access to tools, resources and assistance that will be used by King County
departments to improve their individual employee, work group and organization
productivity.

06804r10 Appendix D King County, State of Washington
160704-13.00 Quantifiable Business Case — Appendix D



D-115

1. Business Process Review

A. Terminology

e  Business Function. Refers to a high level grouping of business processes designed to
meet a specific business objective.

. Business Process. A discrete set of activities within a business function.

B. Validation and Refinement of Current Business Processes

The following pages contain work flow diagrams for the business function(s) being
addressed by this focus group session. Depending upon the complexity of the business
function, a single diagram may be presented with each component indicating a business
process, or multiple diagrams may be presented with each indicating a business process and
each diagram component indicating a sub-process. The diagrams are followed by charts
which provide detail about the processes displayed in the diagram or diagrams.

Both the diagrams and charts are at a high-level of detail. It is not within the scope of this
project to document the county’s current business functions/processes at a fine level of
detail.

The focus group session will review the diagram(s) and charts to validate and refine the
high-level business function/processes to ensure that an accurate model of the current
business function(s) is depicted. As well, opportunities for improvement will be developed
and documented. Attendees are encouraged to review the diagrams/charts prior to attending
the session.
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Organization & Individual Productivity
Quantifiable Business Case Project
Employee Development Dye Management Group, Inc.

NO
‘ Steps 1-3 occur simultaneously consider

in future

Step 1: Step 2: Step 3: Step 4:

Annual Business Needs Employee Employee Resources Detailed Design
. . | :
Busmt_ess 7| Assessment Development? YES—P Development Available? YE of Le"?"?“”g
Planning . Activity
Planning
A
NO ; L
* - Learning Objectives Step 5:
bossible L i1a Activiti -Prep for evaluation v )
- Possible Learning Activities ;
Other - Project Costs ° - Bulld or buy
Alternatives i Priciritization - Internal or external Supervisor/
. - Resource procurement Learner planning
- Selection -
A sessions
A
- Work Redesign
- Organization Development
- Technological Enhancements - Approve learning Step 6
activity v ep o
- Coordinate needs
with work unit Learning
- Link to employee Activity
evaluation Logistics
Step 11: Step 10: Step 9: Step 8: v Step 7:
Learning Activity
Employee ) EV"?'“aFe ) - Execution
Development |« Data Collection | Application P Data Collection | - Activity
- and Entry -~ of - and Entry -~
Results Learnin
g Evaluation
A

Feedback to all 3 months or more
di
LITJ‘ Data

Chart Source: HR Unification Program
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Organization & Individual Productivity
.. ) ) Quantifiable Business Case Project
Organizational Development & Related Consulting Services  bye Management Group, Inc.

Step 1: Step 2: Step 3: Step 4:
Client confers with Service Client
Client Delivery Manager (SDM) onsulting contacts Suitable Client
identifies »> who conducts Services YES—» Consultant Pool ——»<_ consultant in YES—» makes
need needs assessment needed? Administrator pool? selection
with Client
Inputs: Identifies: NG NO
- Business Plans - Needs # # y Steps:
- Tracking #
- Emergent Problem - Scope
2 g assigned . Consultant Pool
- Imposed Change - Budget Other . HRD Client uses Administrator
h - Notify HRD ini rocurement
Training p
- Planned Change Alternatives Traini ) contracts
raining Section Process ith Client
Section Database s ten
Alternatives include: - HRD Training
- Employee Development Section enters
- Technical Assistance data
Y Step 6:
Step 12:
T Client completes
E i : Oblec“"‘?s Accounts
HRD Training Section - CXECUA'IVE - Interventions Payable
produces reports from - Dounctl Np—_— - Roles paperwork to
data gathered - Departments . - Responsibilities encumber funds
- Consultant Pool Administrator - Schedule
- Timeline
4 - Desired Outcomes / Measures
Step 11: Step 10: Step 9: Step 8: Yy Step7:
Client completes HRD Training
HRD evaluation and returns Section nitiates invoice is Workis Client contacts
Training Section: HRD T 9 e luati -t processed by |- conducted and -t consultant to
Section ection; raining evaluation Client concluded plan work
Database Section enters datain process with
database Client

Consultant invoicesClient, sends copy
to Consultant Pool Administrator

Chart Source: HR Unification Program



Organization and Individual Productivity

Process Inputs Outputs Method Performed By Timing Gaps/Opportunities
Employee Develop- Results of annual Business needs e Manual HRD Training Employee devel- Gaps and Issues
ment business plan- assessment « Department ad Learner opment process e No centralized,

ning or business
plan modifica-
tions

Employee devel-
opment planning
including possible
learning activities
and project costs,
prioritization and
selection

Results of re-
source availability
review including
funding availabil-
ity

Detailed design
of learning activ-
ity including
learning objec-
tives, preparation
for evaluation,
build or buy, in-
ternal or external
and resource
procurement

Results of super-
visor/Learner
planning sessions
including ap-
proval of the
learning activity,
coordinating
needs with work
unit and linking to
employee evalua-
tion

Results of learn-
ing activity logis-
tical activities

hoc systems

HR Service De-
livery Manager
L

Training Council
Sponsor (L)
Supervisor

Department Man-
agement (L)

Learning Activity
Provider

Admin Support

ASO/Finance
Officer

Internal Labor
Representative

(L) — Lead of one
or more tasks

can take any-
where from 3
weeks to 1 year

Planning done
annually by some
or quarterly or not
at all by others

Employee im-
provement plan-
ning done quar-
terly by some, not
at all by others

accessible source
of approved
equivalency train-
ing

e No standardized,
scheduled plan-
ning

e Similar training
procured by mul-
tiple departments,
but no sharing of
requirements for
possible pro-
curement advan-
tages.

e Training history is
lost when em-
ployee moves to
new department

e Training sign-up
and approval
process is man-
ual

e Thereis no
measurement of
the effectiveness
of learning proc-
ess

¢ Employee im-
provement plans
are not consis-
tently done
across the county

e Training approv-
als not always
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Process

Inputs

Outputs

Method

Performed By

Timing

Gaps/Opportunities

Results from con-
ducting Learning
Activity execution
and evaluation

Updated ad hoc
systems with sta-
tistical informa-
tion regarding
Learning Activity
such as who at-
tended, class-
room hours, etc.

Result of man-
agement evalua-
tion of Application
of learning

Updated ad hoc
systems with re-
sults of Applica-
tion of Learning
evaluation

Result of review
of employee de-
velopment results

based on job
needs

Mandatory em-
ployee training
completion is not
tied to supervi-
sor's perform-
ance review

Substitution ap-
proval process for
mandatory train-
ing is not a timely
process

Supervisor train-
ing is considered
excessive and
has no targets for
completion

Opportunities

Accessible online
source of ap-
proved equiva-
lency training

Standardized
planning activities
with a specific
schedule

Centralized data-
base of procure-
ments for possi-
ble reduction in
costs

Common data-
base to record
employee training
that stays with
employee.

Employee self-
service capability
to select, sign-up
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Process

Inputs

Outputs

Method

Performed By

Timing

Gaps/Opportunities

for training
classes. System
should automati-
cally inform em-
ployee of re-
quired training
and allow de-
partment to enter
their own re-
quired and op-
tional training,
certifications,
membership, li-
censes, inocula-
tions, etc.

e Development of

learning effec-
tiveness meas-
urements includ-
ing employee
feedback process
and methodology
for employee to
demonstrate
learning effec-
tiveness to su-
pervisor

¢ Require em-

ployee improve-
ment plans on a
regular basis

e Develop process

by which supervi-
sor justifies train-
ing before train-
ing provided
based on identi-
fied core classes
for each job type

e Provide sufficient

Training budgets
based on busi-
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Process

Inputs

Outputs

Method

Performed By

Timing

Gaps/Opportunities

ness case justifi-
cation during
planning process

e Include em-
ployee’s comple-
tion of mandatory
training to super-
visor’'s perform-
ance metrics

e Streamline man-
datory training
substitution proc-
ess and maintain
online accessible
database of ap-
proved substitu-
tions

e Consider alterna-
tives to or reduc-
tion in current 84
hours of supervi-
sor training, and
set targets for
completion
aligned with su-
pervisor skills
needed

Organization Devel-
opment and Related
Consulting Services

Identified need by
department

Business plans

Emergent prob-
lem

Imposed change

Planned change

Results of needs
assessment in-
cluding needs,
scope and budget

Results of re-
source identifica-
tion between us-
ing Consulting
Services or alter-
native such as
employee devel-
opment or techni-
cal assistance

Manual

Department ad
hoc systems

ARMS Accounts
Payable system

IBIS Accounts
Payable system

Client (L)

HR Service De-
livery Manager
(®)]

Consultant Pool
Administrator (L)

Consultant
HRD Training (L)
Procurement

Accounts Pay-
able

From the time a
pool request
comes in, gener-
ally the turn
around time is 24
hours.

Gaps and Issues

e Multiple pools
exist with differ-
ent processes to
access. All pools
are not necessar-
ily known by all
departments.

e Lack of knowl-
edge about what
other Depart-
ments are procur-
ing so unable to
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Process

Inputs

Outputs

Method

Performed By

Timing

Gaps/Opportunities

Assignment of
tracking number
and notification of
HRD Training
Section

Entry of tracking
number and as-
sociated informa-
tion into ad hoc
system

Results of deter-
mining if suitable
consultant is
available from
pool If available,
then completion
of client selection
of consultant and
completion of Ac-
counts Payable
paperwork to en-
cumber funds. If
not, then results
of consultant
procurement
process

Results of work
planning with
consultant includ-
ing objectives, in-
terventions, roles,
responsibilities,
schedule, time-
line, and desired
out-
comes/measures

Result of the
work performed

Department Man-
agement (L)

Inter-department
committee

Executive
Council

(L) — Lead of one
or more tasks

attach to other’s
training to reduce
costs.

Lack of regular
information about
services available
from other gov-
ernment sources
such as WA State
and the City of
Seattle, and al-
ternative sources
of assistance
such as books,
guidelines, li-
brary, video,
CD’s, etc.

No internal pool
of train-
ers/consultants

Opportunities

Combine pools
and develop a
single access
process

Accessible online
database of pro-
curements so de-
partments can
share costs
rather than incur
separate pro-
curements,
should also in-
clude availabil-
ities from other
government
sources such as
WA State and the
City of Seattle,
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Process

Inputs

Outputs

Method

Performed By

Timing

Gaps/Opportunities

Result of invoice
processing and
entry into Ac-
counts Payable
systems

Result of consult-
ant evaluation
process

Entry of consult-
ant evaluation re-
sults into ad hoc
system

HRD Training
reports for Execu-
tive, Council, De-
partments and
Consultant Pool
Administrator

and vendor
evaluations and
references.

e Consider devel-

oping an internal
pool of train-
ers/consultants
who have a per-
spective on the
county’s envi-
ronment
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111. Performance Measures Review

The focus group session will review the following chart. The Business Goals and Improvement
Opportunities are from the county’s Vision and Goals statement. Possible Benefits and Measures
have been added. The objective of the review is to validate, refine and enhance the Benefits and
Measures. Attendees are encouraged to review the chart prior to attending the session.

Business Area

King County
Business Goal

Improvement Op-
portunity

Benefit

Measure

Human Resources

Comply with labor
agreements, as
well as federal,
state and county

Identify and Re-
solve situations
where HR busi-
ness processes

Avoidance of
possible legal
complications of
non-

Number of re-
lated lawsuits

Number of re-
lated labor dis-

laws and supporting performance
technical infra- putes
structure has not Number of audit
kept up with laws deficiencies
and labor agree-
ments

Human Resources | Provide employ- Direct-access, Increased Number of web-
ees, retirees and possibly Web- county em- site hits

fiduciaries direct
and secure access,

based, personal
HR data query ca-

ployee, retiree
and fiduciary

Processing time.

as appropriate, to pabilities for em- satisfaction Time spent per-
personnel, payroll, | ployees, retirees forming strate-
time and atten- and fiduciaries gic rather than
dance, benefit, and administrative
retirement informa- activities
tion

Human Resources | Improve human Redesign HR func- Increased Number of com-
resource manage- | tional processes county em- plaints

ment to include:
position manage-
ment, recruitment,
training administra-
tion, competency
management, ca-
reer planning for
manager level and
higher, succession
planning for key
employees, labor
issues,
class/compl/labor
contract implemen-
tation, and contract

based on improv-
ing efficiency, and
implement appro-
priate technical
infrastructure to
support the redes-
igned model

ployee satisfac-
tion

Increased HR
professional sat-
isfaction

Increased level
of service

Consistent and
innovative proc-
esses

Improved data
accuracy

Size of technol-
ogy infrastruc-
ture

Time spent per-
forming strate-
gic rather than
administrative
activities

Processing time
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Business Area

King County
Business Goal

Improvement Op-
portunity

Benefit

Measure

and temporary la-
bor management
tracking

Consolidation to
a single HR sys-
tem

Increased
county and HR
management
satisfaction

More efficient
management
decision-making

Reduced report-
ing and analysis
per employee

Human Resources

Provide secure
access to and
maintenance of HR
related information
by supervisors and
managers to meet

Direct-access, pos-
sibly Web-based,
employee human
resource data
guery/update ca-
pabilities for super-

Increased
county man-
agement satis-
faction

More efficient

Processing time

Time spent per-
forming strate-
gic rather than
administrative

cess and maintain
their own HR in-
formation were
appropriate

based, personal
human resource
data query/update
capabilities for em-
ployees

ployee satisfac-
tion

their management | visors and manag- county man- activities
decision-making ers agement deci-
activities sion-making

Human Resources | Empower employ- | Direct-access, Increased Processing time
ees to secure ac- possibly Web- county em-

Time spent per-
forming strate-
gic rather than
administrative
activities

Human Resources

Increase effective-
ness in the delivery
of human resource
activities resulting
in reduced proc-
essing time

Resolve situations
where HR busi-
ness processes
and supporting
technical infra-
structure work
against effective
service delivery

Increased
county em-
ployee satisfac-
tion

Reduced HR
activity turn-
around time

Number of em-
ployees proc-
essed

Processing time

Time spent per-
forming strate-
gic rather than
administrative
activities
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V. Critical Success Factors

In an open discussion, focus group attendees will be requested to respond to the questions
included below. Attendees are encouraged to determine their perceptions prior to the session.

A. What are the top three opportunities for improvement in the
Organization & Individual Productivity business function?
What are the obstacles to successfully achieving these
objectives?

Answer:

e  Training plans supported by business case consistently developed across county
e Intranet-based training tracking database

e Intranet-based training equivalency database

e  Employee self-service for training sign-up

e  Supervisor training to improve training mentoring

e  Streamlined training-related processes

Primary obstacle to all above is limited resources.

06804r10 Appendix D King County, State of Washington
160704-13.00 Quantifiable Business Case — Appendix D



D-127

V. What’s Next?

Follow-up with specific individuals to clarify current business processes and opportunities,
as necessary.
Conduct a second focus group session to review updates to the current business processes

resulting from feedback from the first focus group session and confirm the issues, gaps and
constraints identified, review proposed business process improvements, and discuss identi-

fied high-payback business processes.
e  Develop costs of current business processes through a survey of county departments.

06804r10 Appendix D King County, State of Washington
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King County, State of Washington

Quantifiable Business Case

Human Resources Focus Group Session 1

[ |
Business Area: Human Resources
Business Function: Organization and Individual Productivity
Date: Monday, March 8, 2004
Time: 2:00 PM to 04:30 PM
Location: Key Tower, Olympic

Agenda
[ |

I.  Introduction
Il. Findings From First Session
I11. Opportunities for Improvement

V. Analysis of Opportunities
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I. Findings from First Session

A. Employee Development

e No centralized, accessible source of approved equivalency training
e No standardized planning schedule

e  Similar training procured by multiple departments, but no sharing of requirements for
possible procurement advantages

e  Training history lost when employee moves to new department

e  Training sign-up and approval process is manual

e  There is no measurement of the effectiveness of the learning process

e  Employee improvement plans are not consistently done across the county
e  Training approvals are not always based on job needs

e Mandatory employee training completion is not tied to supervisor’s performance
review

e  Substitution approval process for mandatory training is not a timely process

e  Supervisor training is considered excessive and has no targets for completion

B. Organizational Development and Related Consulting Services
e  Multiple consultant pools exist with different processes to access. All pools are not
necessarily known by all departments.

e There is a lack of knowledge about what other departments are procuring, so
departments are unable to attach to other’s training to reduce costs.

e Lack of regular information about services available from other government sources
such as WA State and the City of Seattle, and alternative sources of assistance such as
books, guidelines, library, video, CD’s, etc.

e No internal pool of trainers/consultants

06804r10 Appendix D King County, State of Washington
160704-13.00 Quantifiable Business Case — Appendix D

D-129



I1. Opportunities for Improvement

A. Employee Development

e  Accessible online source of approved equivalency training

e  Standardized planning activities with a specific schedule

e  Centralized database of procurements for possible reduction in costs

e  Common database to record employee training that stays with employee

e  Employee self-service capability to select, sign-up for training classes. System should
automatically inform employee of required training and allow department to enter
their own required and optional training, certifications, membership, licenses,
inoculations, etc.

e  Development of learning effectiveness measurements including employee feedback
process and methodology for employee to demonstrate learning effectiveness to
supervisor

e  Require employee improvement plans on a regular basis

e  Develop process by which supervisor justifies training before training provided based
on identified core classes for each job type

e Provide sufficient training budgets based on business case justification during
planning process

e Include employee’s completion of mandatory training to supervisor’s performance
metrics

e Streamline mandatory training substitution process and maintain online accessible
database of approved substitutions

e  Consider alternatives to or reduction in current 84 hours of supervisor training, and set
targets for completion aligned with supervisor skills needed

B. Organizational Development and Related Consulting Services

e  Combine pools and develop a single access process

e  Accessible online database of procurements so departments can share costs rather than
incur separate procurements. This should also include availabilities from other
government sources such as WA State and the City of Seattle, and vendor evaluations
and references.
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e  Consider developing an internal pool of trainers/consultants who have a perspective on
the county’s environment
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I11. Analysis of Opportunities

The Opportunities for Improvement listed in the previous section were reviewed by the county’s
Human Resource Functional Lead. The review may have resulted in a combining of some
opportunities or the elimination of others, for the purposes of this analysis. In addition, the
analysis by focus group attendees may have had the same result.
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Implementa-
Performance Organizational Role of Tech- tion Consid- Organizational Legal/Policy
Opportunity Benefit Measures Impact nology erations Constraints Constraints Risks
Employee Development
e Construct e Reduced Number of e Noneidenti- | « Noneidenti- | « Noneidenti- | e Resources e None identi- Could be
more clearly process requests fied fied fied fied inundated
et | o |+ Numer o e
nicated approvals
process for . Improvec_i Requests
mandatory communica- based_ on
training tion experience
equivalency | e Improved {Ztir;ﬁrr] than
“public rela- 9
tions” with
employee
e Increased
training op-
tions
o Require e Standard- Number of e Large cul- e Noneidenti- | e Training e Resistance e None identi- Depart-
employee ized process completed ture change fied . from De- fied ments may
T e Tieto super-
Individual across the employee visor per- partments not comply
Develop- county IDPs formance e Resistance
ment Plans e Consistently appraisals from unions
(IDPs) on a completed
regular ba- . e Change e Resources
; planning
SIS across the manage-
county ment impor-
tant — not all
e Better departments
trained work- do IDPs to-
force day, and
e Establishes those do, do
accountabil- not always
ity do th_em
consistently
e Clarified
expectations ¢ Neteglltoh
between ;as ablis f
employee & requency o

supervisor

IDPs
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Opportunity

Benefit

Performance
Measures

Organizational
Impact

Role of Tech-
nology

Implementa-
tion Consid-
erations

Organizational
Constraints

Legal/Policy
Constraints

Risks

Would re-
quire train-
ing budgets
based on
business
case justifi-
cation dur-
ing planning
process

Standard-
ized plan-
ning activi-
ties with a
specific
schedule

Standard-
ized proc-
ess across
the county

Consistently
completed
planning
across the
county

Provides
sufficient
training
budgets
based on
business
case justifi-
cation dur-
ing planning
process

Better
trained
workforce

Better man-
agement of
training ac-
tivities

Number of
completed
planning ac-
tivities

e None identi-
fied

e None identi-
fied

None identi-
fied

e Resistance
from De-
partments

e Resources

None identi-
fied

Inability to
take full ad-
vantage of
‘just in time’
opportuni-
ties

Centralized
database of
procure-
ments for

Reduced
costs of
vendor sup-
plied training

Cost of
vendor sup-
plied train-
ing

e None identi-
fied

e Database

e Intranet
service de-
livery

Database
maintenance
responsibili-
ties

e Resources

None ldenti-
fied

HRD sup-
plied train-
ing might be
cheaper
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Implementa-
Performance Organizational Role of Tech- tion Consid- Organizational Legal/Policy
Opportunity Benefit Measures Impact nology erations Constraints Constraints Risks
possible re- Improved Number of  Data access than that
duction in communica- times and report- procured by
costs tion ‘piggy- ing tools othttar de;
Increased gﬁfskmg oc- parmen S.
training op- Database is
portunities not main-
tained for
Efficient use currency
of county
dollars
Common Improved Number of e Noneidenti- | ¢ Database e Database e Resources ¢ None identi- Depart-
database to training in- department fied e Intranet mainte- e Resistance fied ments may
record em- formation ad hoc sys- service de- nance re- from de- not use pre-
pIo_yt_ae Complete tems trapk- livery §p0n3|b|I|- partments ferring their
training that employee ing training ties ad hoc sys-
stays with e ) P e Data access Must re- tems
employee. training re >rocess and report- . :
cord no mat- time ing tools solve migra-
ter hOV\_/ Number of tion issue_s
many times depart- surrounding
employee ments using historical
changes de- database data or de-
partments termine that
Increased Dollars database
ability to saved will be pro-
share data th_r oygh_ spective
elimination only
Increased of repeat
accessibility training
to data
Encourages
accountabil-
ity
Efficient use
of county
dollars
Improved
data on
which to
base plan-

ning
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Implementa-
Performance Organizational Role of Tech- tion Consid- Organizational Legal/Policy
Opportunity Benefit Measures Impact nology erations Constraints Constraints Risks

Reduced

department

ad hoc sys-

tems
Employee Reduced Process e Noneidenti- | o Software Training o Resources e None identi- Employees
self-se_r_wce process tgrnaround fied appllcatlon Need con- e Notall em- fied may tend to
capability to turnaround time will need to trols t | sign-up for
select, sign- time be acquired rols 1o en- ployees more train-
u for’train- Number of Possibl ’ sure train- have com- ing than
inp classes Reduced department Peo Ieéoft ing is ap- puter ac- negcessar
Sgstem : number of ad hoc sys- oA P S proved by cess or ADDIo );i-

y department tems fore- PP supervisor . pprop
should : e Resistance ate
. ad hoc sys- casting and/or
automati- - by depart-
. tems training meets

cally inform county’s ments
empl_oyge of ::r:)]r?wrr(r)]\;en?ca- le\lrl:]rr}t;ereg; training ¢ Resistance
require _ ploy! business from unions
training and tion using self-
allow de- . ., service rules

Higher utili-
partmehnt to sation of
enter there training ser-
own re- vices
quired and
optional Im_p_roved
training, ability to
certifica- plan for
tions, mem- training on
bership, li- the part of
censes, in- employees
oculations, & man-
etc. agement
Develop- Quantifica- Change in e Culture o None identi- Challenge e Resources * None identi- May not be
ment of tion of train- perform- change fied in will the ; fied possible to

) h . o e Resistance
learning ef- ing effec- ance ratings ability actu- from em- measure
messure. | . oo Number of teme | plovees s process
ments in- tcr: ;?ﬁi?]r t't% of ;gg\l/g%:;s proved per- | e Resistance to satisfac-
cluding em- job 9 demonstra- formance from super- tion of em-
feedback needsibusin | tions from i Eupenvoors
d ess objec- e Resistance P

process an tives process from unions

methodol-
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Implementa-
Performance Organizational Role of Tech- tion Consid- Organizational Legal/Policy
Opportunity Benefit Measures Impact nology erations Constraints Constraints Risks
ogy for em- Improved e Considering
ployee to perform- the time
dtenlorll_ ance process
ing efec. | Better would take,
' : y not be
tiveness to trained justified on
supervisor workforce a cost basis
Would re-
quire train-
ing justifica-
tion before
training is
provided
based on
organiza-
tion’s core
classes for
each job
type
Include Assurance e Number of e Culture e None identi- Supervisor e Resistance e Noneidenti- | ¢ None identi-
employee’s that manda- supervisor change fied perform- by supervi- fied fied
completion tory training perform- ance ap- sors
of manda_- will be com- ance ap- praisals are | | Resistance
tory training pleted in praisals in not cur- by man-
in supervi- timely man- which em- rently done
) agement
sor’s per- ner ployee man- ona
formance Bett datory train- county-wide | e Resistance
metrics t etter ing has not basis by unions
rained been com-
workforce
pleted
Promotes
supervisor * Number_ of
accountabil- completions
ity of employee
mandatory
training
Establish Trained e Number of e Noneidenti- | e« None identi- Timelines ¢ Resistance e Noneidenti- | e« None identi-
targets for supervisors supervisors fied fied need to be by supervi- fied fied
completion when skills completing established sors to
of manda- are needed training on as to when training tar-
tqry super- Improved target spgqific . gets
visor train- training is
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Implementa-
Performance Organizational Role of Tech- tion Consid- Organizational Legal/Policy
Opportunity Benefit Measures Impact nology erations Constraints Constraints Risks
ing aligned supervisor needed e Supervisor
with when support of training is
skills are employees currently of-
gﬁegrei/(ijs?r/ e Encourages fered only
p accountabil- once a
ity quarter
e Resources
Organizational Development and Related Consulting Services
e Combine ¢ Reduced e Improved e Noneidenti- | ¢ Database Depart- e Resources Access to e Could elimi-
pools and process service to fied e Intranet ments may e Resistance WA St_ate nate the
develop a turnaround customers - be reluctant and City of case-by-
) h service de- by current
single ac- time (through liver to share 00l man- Seattle case match-
cess proc- e Improved survey y ‘dirty laun- 2 ers pools is re- ing of de-
ess via c orFm)wmuni ca- scores) e Data access dry’ 9 stricted by partments
online data- tion e Number of and report- county ordi- needs with
base of - . ing tools nances service pro-
hits against ;
procure- e Improved database viders that
ments so efficiency of is felt to add
depart- resources e Number of value to se-
ments can « Improved uses of re- lection
share costs customer sources in process to-
ther than : database day
ra services
incur sepa-
rate pro- e Ability to
curements. capitalize
Also, pro- on existing
vide access contracts
to the pools
of WA State
and the City
of Seattle
e Consider e Improved e Number of e Noneidenti- | o« None identi- Internal e Resources County had e None identi-
developing training pool utiliza- fied fied pool mem- this service fied
an internal based on tions bers need in the past,
popl of county- e Number of to be full- bgt it was
train- centric ex- time con- eliminated
) usages of
ers/consulta perience external sultants not for cost re-
nts/facilitato have con- duction pur-
consultant )
rs who have sulting ser- poses
pools .
a perspec- vices added
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Implementa-
Performance Organizational Role of Tech- tion Consid- Organizational Legal/Policy
Opportunity Benefit Measures Impact nology erations Constraints Constraints Risks

tive on the Improved Improved to their full-
county’s customer service to time duties
environ- service customers
ment Reduced (through

need for survey

use of ex- scores)

ternal con-

sultant pool
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King County, State of Washington

Quantifiable Business Case

Human Resources Focus Group Session 1

[ |
Business Area: Human Resources
Business Function: Labor Contract Management and Employee Relations

Human Resources

Date: Friday, February 14, 2004
Time: 8:30 AM to 12:30 PM
Location: King Street Center, 3D/3E
Agenda
[ |

l. Introduction

1. Business Processes

I1l. Performance Measures Review
IV. Critical Success Factors

V. Next Steps
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I. Introduction

A. Quantifiable Business Case Project

The Quantifiable Business Case project will review King County’s current business
operations model focusing on the Human Resources, Payroll, Financials and Budget
business areas. A business operations model includes organizational structure, business
processes, work flow and associated costs. The results of the review will be analyzed with
an eye toward determining opportunities to increase business process efficiencies and
effectiveness, and a business case will be constructed for an improved business operations
model based on cost, benefit and risk.

B. Focus Group Session Approach

Attendees of the focus group session will be subject matter experts selected by the county
for their knowledge and experience in the business function or functions to be addressed.
Session activities will include validation and refinement of the high-level business process
diagrams/charts and performance measures included in this document, as well as discussion
of business function and overall project success factors.

C. Business Function Focus

The Human Resources business functions to be reviewed during this focus group session
are Labor Contract Management & Employee Relations and Human Resources.

The objective of the Labor Contract Management & Employee Relations business function
is to use well and invest wisely in our human resources for optimal employee productivity
now and in the future. Outputs ensure that employee interests and organizational needs are
aligned, employees are fit to do the expected work and individual training and education
needs are met. Inputs ensure that political consideration as related to labor-management
agreements, legal, contractual, and other mandated requirements, and business and
productivity direction and requirements are met.

The Human Resources business function consists of all other HR processes that are not
clearly defined within the other four HR business functions. It consists primarily of the four
support processes of the HR Unification Program; Community Development,
Communications, Quality Assurance, and HR Information Management.

06804r10 Appendix D King County, State of Washington
160704-13.00 Quantifiable Business Case — Appendix D



D-142

1. Business Process Review

A. Terminology

e  Business Function. Refers to a high level grouping of business processes designed to
meet a specific business objective.

. Business Process. A discrete set of activities within a business function.

B. Validation and Refinement of Current Business Processes

The following pages contain work flow diagrams for the business function(s) being
addressed by this focus group session. Depending upon the complexity of the business
function, a single diagram may be presented with each component indicating a business
process, or multiple diagrams may be presented with each indicating a business process and
each diagram component indicating a sub-process. The diagrams are followed by charts
which provide detail about the processes displayed in the diagram or diagrams.

Both the diagrams and charts are at a high-level of detail. It is not within the scope of this
project to document the county’s current business functions/processes at a fine level of
detail.

The focus group session will review the diagram(s) and charts to validate and refine the
high-level business function/processes to ensure that an accurate model of the current
business function(s) is depicted. As well, opportunities for improvement will be developed
and documented. Attendees are encouraged to review the diagrams/charts prior to attending
the session.
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Labor Contract Management & Employee Relations
Safety and Claims Administration

Injury protocol

Policy

Y

Procedure

Y

Complaint
protocol

Return to work?

YES]

Job Placement

Quantifiable Business Case Project
Dye Management Group, Inc.

Y

Process complete

IS

Job analysis may occur before placing
employee. Generally, there are three
options available:

* Return to old job

* Return to redesigned job

* Return to new job

Y

Chart Source: HR Unification Program

A
NO
+ \ 4
Disability Job Analysis
Investigation g Finding
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Labor Contract Management & Employee Relations

Disability Accommodations & Employment (1 of 3)

Employee able to
work full duty without

accommodations?
Yes

No

¢

DES/DS

. |Accommodations

Ergonomic or @
job modificatio

Required

“perform.

evaluation

Em ploye@

»| returns to
work

Chart Source: HR Unification Program

> regular job
temporarily. Able
to perform TDA

TDA =
Temporary
Duty
Assignment

Limited period of 6 months.

Quantifiable Business Case Project
Dye Management Group, Inc.

. |Accommodations

evaluation
conducted as
needed.

Y

g Provided

Job modification evaluation - job
performance barriers investigated.
Accommodations suggested.

TDAs
available &
allowed per Dept
practice?

Yes

v

Employee

assigned to TDA
with or without
accommodations

Unable to @
perform regular

Go to
Page 2

"] job permanently.
Able to work.

®

Go to
»| Page 3

Unable to work

Y

B2
Employee

No—
goes on leave

4
Remain on

leave until all
leave exhausted

Employee

returns to work

Unable to perform regular job
permanently. Able to work.
Go to C1 on page 2

Unable to work.
Go to D1 on page 3

A

Yes

job?

No

v

Released
to regular

Determine
if employee

is able/not able

to work
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Labor Contract Management & Employee Relations

Disability Accommodations & Employment (2 of 3)

Unable to
From perform regular
Page 1 job permanently.

Able to work.

Chart Source: HR Unification Program

No

FMLA/
KCFML and all
available leave
exhausted?

Yes
B
Separate

Put on
FMLA/KCFML

Quantifiable Business Case Project
Dye Management Group, Inc.

y

from position

Offer @

reassignment
services if not

already receiving
them

Reassignment
Services

4 months priority hiring
rights, then 5 months
internal candidate status

Employee
placed?

Terminate

Yes—p

. c5
Monitor forQ

probationary
period

Assure accommodations
are provided as needed
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Labor Contract Management & Employee Relations
Disability Accommodations & Employment (3 of 3)

From
Page 1

Unable to work

FMLA/KCFML currently required
by KC practice. Employer is
obligated to notify of medical leave
rights, not obligated to
automatically put on protected
leave. Reassignment services are
employer's obligation per WLAD/
ADA

FMLA/KCFML
available?

No

|

Chart Source: HR Unification Program

Issue non-
disciplinary

Yes—» FMLA/KCFML

Put on

Quantifiable Business Case Project
Dye Management Group, Inc.

leave

A 4

Employee

uses FMLA/
KCFML and all
available leave

medical
termination

Y

Offer

entry into
reassignment

program

This must occur within one year
if the employee is able to return
to work in that time frame.
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Labor Contract Management & Employee Relations
Labor Contract Negotiations

‘ Bargaining table

Bargaining table

Quantifiable Business Case Project
Dye Management Group, Inc.

Pre and Post bargaining review

PAO

Review of fiscal note

Union Department
management
Budget Labor negotiator

Executive and Labor
Relations management

Council

Issues brought by:
* Union

* Department

* Negotiator

Chart Source: HR Unification Program

Review by Committee and
Council at completion of
negotiations

County human resource
policies

No formal review
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Labor Contract Management & Employee Relations

Labor Contract Administration

Union

Human Resources
Leave Management

Chart Source: HR Unification Program
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Quantifiable Business Case Project
Dye Management Group, Inc.

Labor Relations
Labor Negotiator

Department
Management and
Human Resources

Payroll
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Labor Contract Management & Employee Relations
Grievance & Disciplinary Administration (Page 1 of 2)

Quantifiable Business Case Project
Dye Management Group, Inc.

Grievance Union or 4—\—’ Immediate Response to
Administration Employee Supervisor Grievance
Department Response to

Mediation is internal
or external.

Does not have
authority to impose
decisions but
mediates for mutual
agreement.

Division Manager

Grievance

!

Department HR
Director

Labor Negotiator

Response to
Grievance

Mediation -
Alternative
Dispute
Resolution

Arbitration

T

Resolution of
Grievance

Chart Source: HR Unification Program

Arbitration is
neutral external
council.

Has authority to
impose a binding
decision.




Labor Contract Management & Employee Relations
Grievance & Disciplinary Administration (Page 2 of 2)

Disciplinary

Administration

Discipline
Notification

Immediate
Supervisor
With assistance from
union representative
Department Notice to Employee
Division Manager Employee Response
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Quantifiable Business Case Project
Dye Management Group, Inc.

Including interview of
employee
accompanied by
union representative

Department HR
Director

Labor Relations

Pre-Discipline
Consultation

Interrupts contract as
requested

i

Chart Source: HR Unification Program

PAO

Investigation
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Labor Contract Management & Employee Relations
. . Quantifiable Business Case Project
Performance Appraisal & Merit Pay Dye Management Group, Inc.
1.1
HRD notifies De artm](;nzts assign 1.3 Departnwléits enter Departmle.r?ts adjust
departments to begin > meritp rou numbergs to » Departments conduct > scores and step/merit > employees step/merit
merit pay process group performance appraisals ) P ploy P
(October) employees pay increases pay (January)
Merit Pay Document
A
1.6

Forward updated Merit
Pay Document to HRD

) 4

1.7
Departments notify
HRD merit pay process
is complete

Chart Source: HR Unification Program



Labor Contract Management and Employee Relations

Process Inputs Outputs Method Performed By Timing Gaps/Opportunities
Safety and Claims e Policy o Results of process | ¢ Manual Safety & Claims Gaps and Issues
Administration based on injury L .

protocol including | ¢ ICOMP e There s alack of a
decision to place HR Staff common hierarchy
on disability or Budget Staff betW(Ten I\f/ItSA,d
process through Pegp eSOh'an
Job Placement Department Man- Budget. This
with possible Job agement \(/:v?:iasnefe?) gr%ﬂ .
Analysis to deter-

ine ff emploves PAO from ICOMP, re-

mine if employee
will return to old
job, return to re-
designed job, re-
turn to new job

e Results of process
based on com-
plaint protocol in-
cluding investiga-
tion and findings

(L) — Lead of one
or more tasks

ports are sorted by
cost center (fund-
ing source) rather
than by organiza-
tion (where people
work)

e Position titles and
classifications are
not consistent be-
tween MSA and
PeopleSoft

¢ ICOMP pulls cost
centers and not
organizational hi-
erarchy from MSA

¢ In order to under-
stand what days
people came to
work, must contact
payroll clerks.
Some departments
maintain this in-
formation in an ad
hoc system, which
for others tracking
when people came
to work is a man-
ual process. This
information is not
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Process

Inputs

Outputs

Method

Performed By

Timing

Gaps/Opportunities

maintained in MSA
or PeopleSoft.
PeopleSoft may
have this ability.
There is limited
time (14 days) to
gather this infor-
mation and calcu-
late time loss rates
and fill in condi-
tions to ICOMP

Opportunities

e Define a common
hierarchy between
budget and pay-
roll, so that where
people report and
funding source are
reflected on claims
reports. ICOMP
reports by cost
center and not or-
ganization hierar-
chy, therefore re-
ports are difficult to
use. Need to eas-
ily identify activity
by department and
division versus
cost center hierar-
chy

e Develop consistent
position titles and
classifications

¢ Have payroll sys-
tem maintain and
track when people
came to work (by
day, hour, etc),
rather than main-
taining leave totals
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Process

Inputs

Outputs

Method

Performed By

Timing

Gaps/Opportunities

o Simplify leave type
coding

¢ Implement a safety
injury prevention
program which
provides a feed-
back loop, so that
departments are
made aware of in-
juries that have
occurred and are
educated on how
to prevent addi-
tional injuries

Disability Accommo-
dations & Employ-
ment

e Request for dis-
ability accommo-
dation

e DAE Policy

¢ Result of DES/DS
evaluation which
may be one of the
following:

o Employee back to
work

e Accommodations
are required:

— Result of Job
Modification
Evaluation to
investigate job
barriers and
accommoda-
tions sugges-
tions, accom-
modations,
employee back
at work

— Temporarily
unable to per-
form regular
job, but can
perform TDA.:

e Manual

Safety & Claims
L

HR Staff
PAO

Department Man-
agement

(L) — Lead of one
or more tasks

Gaps and Issues

e Temporary reas-
signment of em-
ployees is a man-
ual process. There
is no sys-
tem/process to
create job an-
nouncements with
physical require-
ments for the re-
assignment pool

o ltis difficult to get
light duty workers
back to work in the
county. Need to
bargain with un-
ions to allow for
this. There is a
temp duty policy
for the county, but
it is very hard to
implement in each
department
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Process

Inputs

Outputs

Method

Performed By

Timing

Gaps/Opportunities

— Result of de-
termination if
TDA's are
available and
allowed

— Employee as-
signed to TDA
with or without
accommoda-
tions, or Em-
ployee on
leave

— Result of de-
termination if
employee re-
leased to regu-
lar job

— Employee re-
turns to work or
employee de-
termined un-
able to perform
regular job
permanently

— If able to work,
see “Unable to
perform regular
job perma-
nently, but able
to work”. If un-
able to work,
see “Unable to
work”.

Unable to perform
regular job perma-
nently, but able to
work:

— Result of de-
termination if
all obligations

Opportunities

e Automate process
to temporarily re-
assign employees
with disability ac-
commodations

¢ Develop a sys-
tem/process to
create job an-
nouncements with
physical require-
ments of the job
for the reassign-
ment pool

¢ Build a framework
to assist depart-
ments with the re-
turn to work policy
and to work out is-
sues with bargain-
ing units

e Develop a means
for departments to
consult with ac-
commodation pro-
gram
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Process

Inputs

Outputs

Method

Performed By

Timing

Gaps/Opportunities

to offer and
provide leave
have been met

— If not, result of
addressing
leave obliga-
tions.

— If so, employee
terminated
from position

— Result of offer
of reassign-
ment services
per DAE Policy
exception

— If employee
placed, em-
ployee moni-
tored during
probationary
period, ac-
commodations
as needed

— If not, termi-
nated em-
ployee

Unable to work:

— Result of avail-
ability check for
FMLA/KCML

— If available,
employee on
FMLA/KCFML
leave

— If notor
FMLA/KCFML
used up, non-
disciplinary
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Process Inputs Outputs Method Performed By Timing Gaps/Opportunities
medical termi-
nation
— Offer of entry
into reassign-
ment program
Labor Contract Ne- e County Human Collective Bargain- | ¢ Manual Union Gaps and Issues
gotiations Resource Policies ing Agreement . o
Budget Office ¢ Negotiations can
o Fiscal Note MOU/MOA impact programs,
o ) Department Man' yet program man-
e Existing union agement agers are not in-
contract Executive man- cluded in the proc-
agement ess
ELPC ¢ Executive Branch
has most of the
Labor Relations contracts and
management much experience
with contract nego-
PAO tiations
Council

Contract Negotia-
tor (L)

(L) — Lead of one
or more tasks

e There are 66 con-
tracts and 97 bar-
gaining units.
There are wide dif-
ferences and vary-
ing languages be-
tween these con-
tracts

e There is no direc-
tion from execu-
tives or HRD to
have negotiators
gain consistencies
in contracts

e There are no
guidelines or pa-
rameters defined
for the negotiation
process. If a con-
cession is made in
one contract, all
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Process

Inputs

Outputs

Method

Performed By

Timing

Gaps/Opportunities

other contracts
want the same
concession. Vague
language is bar-
gained which re-
sults in a loss of
time or incorrect
interpretation

e Tentative agree-
ments might be
made without first
consulting with
management

e |tis hard to admin-
ister a contract
that is rolled over
again and again
with MOU's. Must
go to several
sources to get
needed contract
information. This
wastes time

Opportunities

¢ Include program
managers in any
negotiations that
impact their pro-
grams. Do not ten-
tatively agree until
consultation with
management

e Reduce the num-
ber of contracts
(66) and bargain-
ing units (97)

e Leverage Execu-
tive Branch ex-
perience with other
branches
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Process

Inputs

Outputs

Method

Performed By

Timing

Gaps/Opportunities

¢ Provide negotia-
tors with parame-
ters to stay within

e Move to “Joint
Labor Agreement”
on common items
rather than com-
bining bargaining
units

¢ Have policy and
guidelines to assist
with “good faith
bargaining”

e Encourage de-
partments to pro-
actively think
about what they
need to bargain

¢ Develop a system
which combines
contract and
MOU's in such a
way to facilitate
research of con-
tract information

Labor Contract Ad-
ministration

e Final Contract
Language

e Request for infor-
mation regarding
comparison of
multiple contracts

e Collective bargain-
ing agreements

e Final Contract is
entered into Ac-
cess Database by
Labor Relations
staff.

o HR/Payroll Imple-
mentation Team is
organized.

e Changes to em-
ployee data into
HR/Payroll Sys-
tems

Manual
MSA
PeopleSoft

Ad hoc systems
(Access)

Department man-
agement

HR/Payroll imple-
mentation team

Labor Relations
PAO

(L) — Lead of one
or more tasks

Gaps and Issues

e Contract and pay-
roll not always in
sync. When a con-
tract is signed,
there is a meeting
with payroll and
compensation
specialists to iden-
tify the impact of
the contract on
payroll. This con-
versation is not
documented. Also,
the contract is ad-
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Process

Inputs

Outputs

Method

Performed By

Timing

Gaps/Opportunities

e Requests for inter-
pretation from De-
partment, HR,
Payroll, Union
Representatives,
Department Coun-
cil or HR Cabinet.

e Clarification of
contract or county
policy by Labor
Relations.

e Research of con-
tract database for
statistical or infor-
mational compari-
sons between con-
tract language and
provisions

ministered differ-
ently between
MSA and People-
Soft. Training and
communication
needs to be organ-
ized. Payroll must
make program-
ming changes.
This all has to be
done in 60 days
from contract ap-
proval. There is
now an estab-
lished implementa-
tion team to han-
dle this

e Payroll needs a
point of contact
(not the labor un-
ions) for contract
administration
questions

e Sometimes it takes
too long to get
contract admini-
stration informa-
tion, questions an-
swered or resolu-
tions

Opportunities

« |dentify contract
administration sin-
gle point of contact
for payroll

¢ Retain historical
contract informa-
tion with support-
ing documentation
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Process

Inputs

Outputs

Method

Performed By

Timing

Gaps/Opportunities

e Develop one cen-
tral place for all
contract admini-
stration informa-
tion. Develop web-
site to assist with
interpretation of
contracts. For ex-
ample: how to
handle leave by
contract; which
policy prevails
(county code,
Federal law, con-
tract, etc.); fre-
quently asked
questions; and a
help desk to assist
with research or
answer questions

Grievance & Discipli-

nary Administration

o Discipline action
with Just Cause
from Appointing
Authority to Em-
ployee.

e Collective bargain-

ing agreements

Disciplinary Admin

Suspension with-
out pay, Demotion,
Reduction in Pay
or Termination of
employment.

Employee Re-
sponse with assis-
tance of Union
representative.

Interpretation of
contract by Labor
Relations and
PAO as required

Final decision by
hiring authority.

Grievance Admin

e Manual

e Department ad hoc
systems (griev-
ance tracking)

Appointing Author-
ity

Department Man-
ager

Department SDM'’s
HR Director

Labor Negotiator
Supervisor

Labor Relations
PAO

ADR

Personnel Board
Unions

(L) — Lead of one
or more tasks

Gaps and Issues

¢ Supervisors need
to understand
what disciplinary
actions are appro-
priate and which
are not appropri-
ate, so that issues
are not escalated
to HRD and the
labor unions

o ltis difficult to
come up with a
consistent discipli-
nary process.
General guidance
may be difficult
because there are
many variables
depending on the
work group
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Process

Inputs

Outputs

Method

Performed By

Timing

Gaps/Opportunities

Response from
Immediate Super-
visor

Response from
Depart-
ment/Division
Manager

Response from HR
Director and Labor
Negotiator

Submit for Media-
tion — internal or
external mediation
for agreement of
neutral settlement.

Submit for Arbitra-
tion — External au-
thority for decision
of binding settle-
ment.

Neutral Settlement
or Binding Settle-
ment from Arbitra-
tor

e Grievances and
decisions must be
tracked. People-
Soft can do this,
but not at the divi-
sion level

¢ A large amount of

time is spent re-
searching past de-
cisions. The un-
ions keep track of
this. Also, some
departments have
their own tracking
system

Opportunities

e Build in another
step to resolve
grievance which
stems from a dis-
ciplinary decision
before turning over
to HRD and get-
ting unions in-
volved. Help un-
derstand what's
appropriate and
what is not appro-
priate

e Track grievances
at division level
and help with mak-
ing disciplinary de-
cisions

e Provide consulting
services to super-
visors and manag-
ers
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Process

Inputs

Outputs

Method

Performed By

Timing

Gaps/Opportunities

Performance Ap-
praisal & Merit Pay

¢ HRD notification of
departments to
begin merit pay
process

Merit group num-
bers assigned to
employees

Performance ap-
praisals

Performance ap-
praisal scores and
step/merit pay in-
creases and Merit
Pay Document

Adjustments to
employees
step/merit pay

Updated Merit Pay
Document

Notification to HRD
that merit pay
process is com-
plete

Supervisor or Man-
ager (L)

HR Staff
ITS

(L) — Lead of one
or more tasks

e Octto End of year

Gaps and Issues

e Many supervisors
do not do perform-
ance appraisals
since employees
are represented
and get step in-
creases. There-
fore, they don't
see what is the
purpose of per-
formance apprais-
als

¢ Merit pay should
be disconnected
from the perform-
ance appraisal
process. Merit pay
belongs in comp
and benefits

e Supervisors need
an effective tool to
realize employee
performance im-
provements. Have
thought about 360
degree reviews,
mid-year reviews,
quarterly discus-
sions, etc.

¢ MSA and People-
Soft have separate
processes for get-
ting information
into each system

Opportunities

e Implement a true
“Merit Pay Plan”.
Unhook perform-
ance appraisal
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Process

Inputs

Outputs

Method

Performed By

Timing

Gaps/Opportunities

from merit pay.
Merit pay belongs
in comp and bene-
fits

e Develop perform-
ance appraisal
process which is
can be used as an
effective perform-
ance improvement
tool

Human Resources

Community Devel-
opment

To integrate and sustain a community of HR services providers so that
they can partner in HR decision making and implementation through-
out King County. Outputs include increased capacity and capability for
delivering HR services, high-quality HR service delivery consistency
throughout King county, flexibility to better meet the changing needs
for HR services, promote greater accountability for HR services pro-
viders’ adherence to HR policies and procedures, a unified response
to challenges to employment practices, and HR services providers
view themselves as a community.

HRD Staff (L)

Department HR
Staff

Department Man-
agement

(L) — Lead of one
or more tasks

Gaps and Issues

e Supervisors and
managers need to
understand their
role and the bene-
fits of being an HR
service provider

e Training is not
completed in a
timely manner.
Supervisors have
job demands that
prevent them from
attending training

¢ HR information is
not easily accessi-
ble

e HRD is not repre-
sented well at the
community forums

Opportunities

e Develop a means to
build on HR funda-
mentals and pro-
vide certification for
HR professionals
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Process

Inputs Outputs Method

Performed By

Timing

Gaps/Opportunities

¢ Allow supervisors
to eliminate man-
datory training by
replacing with HR
training

¢ Develop a mentor-
ing program

¢ Identify points of
contacts by HR
function

Communications

Assure that HR policies, procedures, processes, programs and pro-
jects are clearly understood by the customer and supported so that
they work consistently to maintain the overall integrity of the county’s
HR system. Ensure that customers understand the value-adding role
of HR information and services and can better utilize the HR resource
available to them to 1) benefit business decisions and 2) benefit em-
ployee development. Ensure critical feedback from HR customers is
heard, understood and considered in the improvement of HR systems
and services countywide.

e HRD Staff (L)

e Department HR
Staff

e (L) — Lead of one
or more tasks

Gaps and Issues

e There does not
exist a single, eas-
ily accessible
source for HR in-
formation

¢ Would like a web
portal, but there
are not enough re-
sources to imple-
ment and maintain
this informa-
tion/portal

e Can't get decisions
made in a timely
manner. There is
no way to track in-
formation, re-
search or decision
requests to HRD

Opportunities

e Develop a HR cen-
tral web portal to
all HR information

D-165



Process

Inputs Outputs Method

Performed By

Timing

Gaps/Opportunities

¢ Develop a method
to capture and track
HR decision re-
quests

Quality Assurance

To ensure, countywide, that HR management practices are consistent,
fair, equitable and in compliance with the law.

e HRD Staff (L)

e Department HR
Staff

e (L) — Lead of one
or more tasks

Gaps and Issues

e QA process and
support team
needs to be im-
plemented. There
needs to be a
method to audit,
review, inspect
and provide feed-
back to ensure
quality

Opportunities
o Implement quality
assurance strat-

egy, provide feed-
back

HR Information Man-
agement

To enable the provision of reliable, accessible and secure information
so that managers, HR practitioners and employees have the informa-
tion they need to make and implement timely, informed decisions.

e HRIMB (L)
e HR Staff
. ITS

Gaps and Issues

e MSA coding needs
to be simplified
and “cleaned-up”.
This will make
moving from MSA
to PeopleSoft
much easier.
There is an MSA
Standardization
project that was
just started. It will
take 18 months
and will also up-
date the MSA
manuals and cod-
ing instructions
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Process

Inputs

Outputs

Method

Performed By

Timing

Gaps/Opportunities

¢ Looking at Peo-
pleSoft's e-apps to
assist with HR in-
formation man-
agement needs.
Study was recently
published

Opportunities

e Complete MSA
Standardization
project

e Implement Peo-
pleSoft e-apps
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The focus group session will review the following chart. The Business Goals and Improvement
Opportunities are from the county’s Vision and Goals statement. Possible Benefits and Measures
have been added. The objective of the review is to validate, refine and enhance the Benefits and

111. Performance Measures Review

Measures. Attendees are encouraged to review the chart prior to attending the session.

Business Area

King County
Business Goal

Improvement Op-
portunity

Benefit

Measure

Human Resources

Comply with labor
agreements, as
well as federal,
state and county

Identify and Re-
solve situations
where HR business
processes and

Avoidance of
possible legal
complications of
non-

Number of re-
lated lawsuits

Number of re-
lated labor dis-

fiduciaries direct
and secure access,

personal HR data
query capabilities

ployee, retiree
and fiduciary

laws supporting techni- performance
cal infrastructure putes
has not kept up Number of audit
bor agreements
Human Resources | Provide employ- Direct-access, pos- Increased Number of web-
ees, retirees and sibly Web-based, county em- site hits

Processing time.

ment to include:
position manage-
ment, recruitment,
training administra-
tion, competency
management, ca-
reer planning for
manager level and
higher, succession
planning for key
employees, labor
issues,
class/comp/labor
contract implemen-
tation, and contract
and temporary la-
bor management
tracking

based on improv-
ing efficiency, and
implement appro-
priate technical
infrastructure to
support the redes-
igned model

ployee satisfac-
tion

Increased HR
professional sat-
isfaction

Increased level
of service

Consistent and
innovative proc-
esses

Improved data
accuracy

Consolidation to
a single HR sys-
tem

as appropriate, to for employees, satisfaction Time spent per-
personnel, payroll, | retirees and fiduci- forming strategic
time and atten- aries rather than ad-
dance, benefit, and ministrative ac-
retirement informa- tivities
tion

Human Resources | Improve human Redesign HR func- Increased Number of com-
resource manage- | tional processes county em- plaints

Size of technol-
ogy infrastruc-
ture

Time spent per-
forming strategic
rather than ad-
ministrative ac-
tivities

Processing time

06804r10 Appendix D
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More efficient
management
decision-making

Reduced report-
ing and analysis
per employee

King County Improvement Op-
Business Area Business Goal portunity Benefit Measure
Increased
county and HR
management
satisfaction

Human Resources

Provide secure
access to and
maintenance of HR
related information
by supervisors and
managers to meet
their management
decision-making
activities

Direct-access, pos-
sibly Web-based,
employee human
resource data
query/update ca-
pabilities for super-
visors and manag-
ers

Increased
county man-
agement satis-
faction

More efficient
county man-
agement deci-
sion-making

Processing time

Time spent per-
forming strategic
rather than ad-
ministrative ac-
tivities

Human Resources

Empower employ-
ees to secure ac-
cess and maintain
their own HR in-
formation were
appropriate

Direct-access, pos-
sibly Web-based,
personal human
resource data
query/update ca-
pabilities for em-
ployees

Increased
county em-
ployee satisfac-
tion

Processing time

Time spent per-
forming strategic
rather than ad-
ministrative ac-
tivities

Human Resources

Increase effective-
ness in the delivery
of human resource
activities resulting
in reduced proc-
essing time

Resolve situations
where HR busi-
ness processes
and supporting
technical infrastruc-
ture work against
effective service
delivery

Increased
county em-
ployee satisfac-
tion

Reduced HR
activity turn-
around time

Number of em-
ployees proc-
essed

Processing time

Time spent per-
forming strategic
rather than ad-
ministrative ac-
tivities
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V. Critical Success Factors

In an open discussion, focus group attendees will be requested to respond to the question
included below. Attendees are encouraged to determine their perceptions prior to the session.

A. What are the top three opportunities for improvement in the
Labor Contract Management & Employee Relations and
Human Resources business functions? What are the obstacles to
successfully achieving these objectives?

Answer:

e  Have the payroll system maintain and track when people came to work (by day, hour,
etc.), rather than maintaining leave totals

e  Reduce the number of contracts (66) and bargaining units (97)

e  Develop one central place for all contract administration information to assist with the
interpretation of contracts

e  Develop a “HR Central” web portal for all HR information which must be shared
e Implement a quality assurance strategy, feedback mechanism

e  Complete the MSA Standardization Project

06804r10 Appendix D King County, State of Washington
160704-13.00 Quantifiable Business Case — Appendix D
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V. What’s Next?

Follow-up with specific individuals to clarify current business processes and opportunities,
as necessary.
Conduct a second focus group session to review updates to the current business processes

resulting from feedback from the first focus group session and confirm the issues, gaps and
constraints identified, review proposed business process improvements, and discuss identi-

fied high-payback business processes.
e  Develop costs of current business processes through a survey of county departments.
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King County, State of Washington

Quantifiable Business Case

Human Resources Focus Group Session 2

[ |
Business Area: Human Resources
Business Function: Labor Contract Management and Employee Relations

Human Resources

Date: Friday, March 5, 2004
Time: 9:00 AM to 12:00 PM
Location: Key Tower, Olympic
Agenda
[ |

I.  Introduction
Il. Findings From First Session
I11. Opportunities for Improvement

IV. Analysis of Opportunities

06804r10 Appendix D King County, State of Washington
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I. Findings from First Session

A. Labor Contract Management and Employee Relations

1. Safety and Claims Administration

e  There is a lack of a common hierarchy between MSA, PeopleSoft and Budget.
This causes a gap when reporting from ICOMP, reports are sorted by cost center

(funding source) rather than by organization (where people work)

e  Position titles and classifications are not consistent between MSA and PeopleSoft
e ICOMP pulls cost centers and not organizational hierarchy from MSA

e In order to understand what days people came to work, must contact payroll
clerks. Some departments maintain this information in an ad hoc system, which
for others tracking when people came to work is a manual process. This
information is not maintained in MSA or PeopleSoft. PeopleSoft may have this
ability. There is limited time (14 days) to gather this information and calculate

time loss rates and fill in conditions to ICOMP

2. Disability Accommodations and Employment

e  Temporary reassignment of employees is a manual process. There is no
system/process to create job announcements with physical requirements for the

reassignment pool

e It is difficult to get light duty workers back to work in the county. Need to
bargain with unions to allow for this. There is a temp duty policy for the county,

but it is very hard to implement in each department

3. Labor Contract Negotiations

e  Negotiations can impact programs, yet program managers are not included in the

process

e  Executive Branch has most of the contracts and much experience with contract

negotiations

e There are 66 contracts and 97 bargaining units. There are wide differences and

varying languages between these contracts

06804r10 Appendix D King County, State of Washington
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e There is no direction from executives or HRD to have negotiators gain
consistencies in contracts

e  There are no guidelines or parameters defined for the negotiation process. If a
concession is made in one contract, all other contracts want the same concession.
Vague language is bargained which results in a loss of time or incorrect
interpretation

e  Tentative agreements might be made without first consulting with management

e Itis hard to administer a contract that is rolled over again and again with MOU’s.
Must go to several sources to get needed contract information. This wastes time

4. Labor Contract Administration

e Contract and payroll not always in sync. When a contract is signed, there is a
meeting with payroll and compensation specialists to identify the impact of the
contract on payroll. This conversation is not documented. Also, the contract is
administered differently between MSA and PeopleSoft. Training and
communication needs to be organized. Payroll must make programming changes.
This all has to be done in 60 days from contract approval. There is now an
established implementation team to handle this

e  Payroll needs a point of contact (not the labor unions) for contract administration
questions

e  Sometimes it takes too long to get contract administration information, questions
answered or resolutions

5. Grievance and Disciplinary Administration

e  Supervisors need to understand what disciplinary actions are appropriate and
which are not appropriate, so that issues are not escalated to HRD and the labor
unions

e Itis difficult to come up with a consistent disciplinary process. General guidance
may be difficult because there are many variables depending on the work group

e  Grievances and decisions must be tracked. PeopleSoft can do this, but not at the
division level

e A large amount of time is spent researching past decisions. The unions keep track
of this. Also, some departments have their own tracking system
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160704-13.00 Quantifiable Business Case — Appendix D

D-174



D-175

6. Performance Appraisal and Merit Pay

e Many supervisors do not do performance appraisals since employees are
represented and get step increases. Therefore, they don’t see what is the purpose
of performance appraisals

e  Merit pay should be disconnected from the performance appraisal process. Merit
pay belongs in comp and benefits

e Supervisors need an effective tool to realize employee performance
improvements. Have thought about 360 degree reviews, mid-year reviews,
quarterly discussions, etc.

e MSA and PeopleSoft have separate processes for getting information into each
system

B. Human Resources

1. Community Development
e  Supervisors and managers need to understand their role and the benefits of being
an HR service provider

e  Training is not completed in a timely manner. Supervisors have job demands that
prevent them from attending training

e HRinformation is not easily accessible
e HRD is not represented well at the community forums

2. Communications

e  There does not exist a single, easily accessible source for HR information

e Would like a web portal, but there are not enough resources to implement and
maintain this information/portal

e Cannot get decisions made in a timely manner. There is no way to track
information, research or decision requests to HRD

3. Quality Assurance

e QA process and support team needs to be implemented. There needs to be a
method to audit, review, inspect and provide feedback to ensure quality
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160704-13.00 Quantifiable Business Case — Appendix D



4. HR
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Information Management

MSA coding needs to be simplified and “cleaned-up”. This will make moving
from MSA to PeopleSoft much easier. There is an MSA Standardization project
that was just started. It will take 18 months and will also update the MSA
manuals and coding instructions

Looking at PeopleSoft's e-apps to assist with HR information management needs.
Study was recently published

King County, State of Washington
Quantifiable Business Case — Appendix D



I1. Opportunities for Improvement

A. Labor Contract Management and Employee Relations

1. Safety and Claims Administration

Define a common hierarchy between budget and payroll, so that where people
report and funding source are reflected on claims reports. ICOMP reports by cost
center and not organization hierarchy, therefore reports are difficult to use. Need
to easily identify activity by department and division versus cost center hierarchy

Develop consistent position titles and classifications

Have payroll system maintain and track when people came to work (by day,
hour, etc), rather than maintaining leave totals

Simplify leave type coding

Implement a safety injury prevention program which provides a feedback loop,
so that departments are made aware of injuries that have occurred and are
educated on how to prevent additional injuries

2. Disability Accommodations and Employment

Automate process to temporarily reassign employees with disability
accommodations

Develop a system/process to create job announcements with physical
requirements of the job for the reassignment pool

Build a framework to assist departments with the return to work policy and to
work out issues with bargaining units

Develop a means for departments to consult with accommodation program

3. Labor Contract Negotiations

06804r10 Appendix D
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Include program managers in any negotiations that impact their programs. Do not
tentatively agree until consultation with management

Reduce the number of contracts (66) and bargaining units (97)
Leverage Executive Branch experience with other branches
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e  Provide negotiators with parameters to stay within

e Move to “Joint Labor Agreement” on common items rather than combining
bargaining units

e  Have policy and guidelines to assist with “good faith bargaining”
e  Encourage departments to proactively think about what they need to bargain

e Develop a system which combines contract and MOU’s in such a way to
facilitate research of contract information

4. Labor Contract Administration

e ldentify contract administration single point of contact for payroll
e  Retain historical contract information with supporting documentation

e  Develop one central place for all contract administration information. Develop
website to assist with interpretation of contracts. For example: how to handle
leave by contract; which policy prevails (county code, Federal law, contract,
etc.); frequently asked questions; and a help desk to assist with research or
answer questions

5. Grievance and Disciplinary Administration

e  Build in another step to resolve grievance which stems from a disciplinary
decision before turning over to HRD and getting unions involved. Help
understand what’s appropriate and what is not appropriate

e  Track grievances at division level and help with making disciplinary decisions

e  Provide consulting services to supervisors and managers

6. Performance Appraisal & Merit Pay

e Implement a true “Merit Pay Plan”. Unhook performance appraisal from merit
pay. Merit pay belongs in comp and benefits

e Develop performance appraisal process which is can be used as an effective
performance improvement tool

B. Human Resources

1. Community Development

e  Develop a means to build on HR fundamentals and provide certification for HR
professionals
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e  Allow supervisors to eliminate mandatory training by replacing with HR training
e  Develop a mentoring program
e ldentify points of contacts by HR function
2.  Communications
e  Develop a HR central web portal to all HR information
e  Develop a method to capture and track HR decision requests
3. Quality Assurance

e Implement quality assurance strategy, provide feedback

4. HR Information Management

e  Complete MSA Standardization project

e Implement PeopleSoft e-apps
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I11. Analysis of Opportunities

The Opportunities for Improvement listed in the previous section were reviewed by the county’s
Human Resource Functional Lead. The review may have resulted in a combining of some
opportunities or the elimination of others, for the purposes of this analysis. In addition, the
analysis by focus group attendees may have had the same result.
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Labor Contract Management and Employee Relations

Implementa-

. . Performance Organizational Role of Tech- ; h Organizational Legal/Policy .
Opportunity Benefit Measures Impact nology tion C_on5|d- Constraints Constraints Risks
erations
Safety and Claims Administration
Define a com- e Improved Process e Movetoa e Database e Training e Resources o None ldenti- Not main-
mon hierarchy process time common e Internet e Needbreak |« ARMS. IBIS fied taining cur-
between budget turnaround Number of hiearchy service de- of all King collabora- rency of
and payroll, and time . . L data
. 4 . claims livery County or- tion issues
to identify activ- e Improved against the anization
ity by depart- tragkin ca- cgunt e Data access gharts in e Resistance
ment and divi- bilit 9 y and report- tral from de-
sion versus cost pabiiity ing tools one centra partments
center hierar- ¢ Would pro- location
chy. HR deals vide needed e Costcen-
with units, divi- Cross- ters in Peo-
sion, depart- reference pleSoft, low
ments, not cost table orgs in
centers o Improved ARMS
compliance e Payroll and
with workers accounting
comp laws have differ-
e Improved ngr::cm/beers
information
in an under- e Produce
standable reports ei-
format ther way,
e Potential for cost center
reducing or low org
claims e Howto
against the maintain ef-
county ficiently,
communica-
tion of org
change
process
e Training
e Need de-
termination

of mainte-
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N Implementa- o .
Opportunity Benefit Performance Organizational Role of Tech- tion Consid- Organlzat_lonal LegaI/Po_Ilcy Risks
Measures Impact nology . Constraints Constraints
erations
nance re-
sponsibili-
ties
Have payroll Improved e Process e Noneidenti- | ¢« MSA and Training e Resources e None identi- Too close
system main- process time fied PeopleSoft - fied tracking for
tain and track turnaround systems * ﬁgzsjﬁ?;ﬁ s FLSA ex-
when people time empt em-
came to work e Resistance ployees
(by day, hour, VVY(?;Ejnﬂ:g from em-
etc), rather than record of ployees
EZ\'E?Q!E actual time e Resistance
and labor from man-
for employ- agement
ees
Improved
access
Improved
accuracy of
data
Consistency
of informa-
tion
Improved
compliance
Simplify leave Improved e Process e Noneidenti- | ¢ Could re- Need to e Resources e None identi- Too simpli-
type coding process time fied quire exist- determine fied fied
tgrnaround e Rework time ing system mainte- Non-
time modifica- nance re- ;
tions sponsibili- mainte-
Improved ties nance of
consistency data
of informa- Training
tion
Improved

accuracy of
data

Easier to
understand
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Opportunity Benefit P(iﬂrformance Organizational Role of Tech- It?;zl%gﬁgitg: Organizat_ional LegaI/Po_Iicy Risks
easures Impact nology . Constraints Constraints
erations
and main-
tain coding
e Reduces

rework effort
Disability Accommodations and Employment
Build the frame- | e« Provides e Number of e Noneidenti- | ¢ Couldcon- | ¢ Needto e Resistance | e Privacy Too difficult
work for a ability to days to fied sider soft- identify if from de- issues to use
process to tem- more place em- ware off- employee partments Too auto-
porarily reas- quickly ac- ployee the-shelf would ac- e Resistance mated. so
sign employees commodate software cept a dif- . !

S fen il e Number of from unions personal
with disability employees employees product. ferent type touch. ana-
a}ccommoda- e Improved placed e Possible of status lytical ap-
tions X !

compliance interface e How to get proach
with laws with payroll good data taken out
e Wil assist system e Achieve Too cum-
departments buy-in, ac- bersome to
w/ under- ceptance by maintain
standing the departments
return to that these
work policy are good
and resolv- employees
ing issues that want to
with bar- work
gﬁ:gng e Can'tbe
completely
automated,
goal is to
add more
structure to
this process
Labor Contract Negotiations
Include pro- e Supports e Timeto e Noneidenti- | « Could be e Need for e Resistance | e Established Unfair labor
gram, fund manage- implement fied supported definitions from unions past prac- practices
managers in ment (par- contracts by docu- to encour- - tices
any negotia- ticularly ment man- age consis- * Fessltabnce Slo_we_r ne-
tions that im- fund, pro- agement tency rom ‘abor gotiations
: negotiators
pact their pro- gram man- software e Needa
grams. Provide agers) input e Scheduling

strong infra-
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N Implementa- o .
Opportunity Benefit Performance Organizational Role of Tech- tion Consid- Organlzat_lonal LegaI/Po_Ilcy Risks
Measures Impact nology . Constraints Constraints
erations
negotiators with into negotia- structure to of neces-
parameters to tions facilitate ef- sary parties
stay Wlthll_‘l. Do Improved f_ectlve & to this proc-
not tentatively . timely ess could
- implementa- .
agree until con- - communica- be challeng-
sultation with tion and tions ing due to
administra- 9
management. ’ heavy work-
. tion of con-
Have policy and loads
ot tract
guidelines to
assist with Improved
“good faith” communica-
bargaining. tions with all
levels im-
pacted by
labor con-
tract
More con-
sistency in
practices
Reduced
time to im-
plement
contracts
through re-
duced im-
plementa-
tion obsta-
cles
Move to “Joint Improved e Number of e Increased ¢ None identi- Training e Resistance o None identi- Could take
Labor Agree- consistency outliers consistency fied Can't do from unions fied more time to
ment” on com- be- of policy unilaterall come to an
mon items tween/within and benefits y agreement
contracts administra- Can't have
- tion joint labor
gglr: f%c:w- agreement
emolovees that covers
Iesg fri)(/:tion‘ all bargain-
. ing units
comparison
between Might need
employees to have mul-
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Implementa-

Opportunity Benefit Performance Organizational Role of Tech- tion Consid- Organlzat_lonal LegaI/Po_Ilcy Risks
Measures Impact nology . Constraints Constraints
erations
Easier to tiple joint la-
administer bor agree-
ments
Reduced
number of
outliers
Develop a sys- Provides Number of e None identi- Software to Who gets e Resources e Noneidenti- | ¢ Mainte-
tem which single grievances fied store, col- access to . fied nance of
' . e Resistance
combines con- source of lapse and the informa- : data
. Number of . . from unions
tract and contract in- ; present this tion
e . system hits : h
MOU’s in such formation — information Who main-
a way to facili- original and with word tains the
tate research of addendums search ca- Ssvstem
contract infor- Imoroved pabilities Y
mation P Training
access to Internet
historical service de-
contract in- livery
formation
Increased

consistency
of contract
interpreta-
tion
Improved
access to
the informa-
tion
Contracts
easier to
administer

Potential to
reduce
number of
grievances
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N Implementa- o .
Opportunity Benefit Performance Organizational Role of Tech- tion Consid- Organlzat_lonal LegaI/Po_Ilcy Risks
Measures Impact nology . Constraints Constraints
erations

Labor Contract Administration
Develop central | e« Reduced e Process e Noneidenti- | o Software to Training e Resources o None identi- Contracts
place for all process time fied store, col- D t fied subject to in-
contract ad- turnaround lapse and epart terpretation

- . . e Number of . ments have
ministration time present this :
information overpay- information varying pay-

e More accu- ments with word roll system
rate gdmlnl- e Number of search ca- support
stration - e (straddle,

reconcilia- pabilities MSA. Peo-

e More accu- tions from e Internet IeSéft)

rate pay incorrect . p
_ ay service de-

e More timely P livery
information
on changes

e Improved
consistency
across de-
partments

Grievance and Disciplinary Administration
Provide ability e More con- ¢ Number of e Noneidenti- | e« New track- Keep history | ¢ Resources e HR policy Lack of use
to track griev- sistent ap- litigations fied ing software of what's ,
ances roach to and data- happened Don't want
Eolvin * Number of base. Ma doﬁ'rt) attac‘h to create
ving tort claims - vay . something
grievances be able to to policy
that can be
. e Number of use a Peo- ;

e Better inter- rievances leSoft perceived
pretation of 9 Enodule as public
contracts record

¢ Identifica-
tion of
common
themes

e Improved
information

for contract
negotiations

Potential for
reducing the
number of
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Implementa-

Opportunity Benefit Performance Organizational Role of Tech- tion Consid- Organlzat_lonal LegaI/Po_Ilcy Risks
Measures Impact nology . Constraints Constraints
erations
litigations,
tort claims,
and griev-
ances
Provide consult- | ¢ Improved ¢ Number of e Noneidenti- | e None identi- Need e Resources e Noneidenti- | o Lack of use
ing services to supervisory arbitrations fied fied knowledge- | Need buy in fied
supervisors and and mana- «  Number of able con-
managers gerial con- lawsuits sultants e Respon-
sistency Trainin siveness
e Better per- 9 has been an
formanF::e Consulting issue in the
manage- services past
ment 9 would have
to be very
e Reduced responsive
number of so that
arbitrations manage-
¢ Reduced e
number of proactivel
lawsuits p Ively
use this ser-
vice.
Performance Appraisal and Merit Pay
Implement a e Fairness e Costof e Large cul- e Possible Tie to su- e Resistance e County pol- | e Failure of
true “Merit Pay merit pay tural change online train- pervisor's from em- icy change departments
- e Increased ) :
Plan”. Unhook roductivit ing perform- ployees — required to comply
performance P Y e Internet ance ap- mindset of
appraisal from e Rewarding service de- praisal getting a
merit pay. Merit of true out- . . raise every
- - livery Supervisor
pay belongs in standing training on year
comp and perform- what c%nsti- e Resistance
benefits ance, rather
tutes behav- from de-
than length ior that artments
of service would ‘de- P
serve’ merit | ° Resistance
from unions
pay

o Resources
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Opportunity

Benefit

Performance
Measures

Organizational
Impact

Role of Tech-
nology

Implementa-
tion Consid-
erations

Organizational
Constraints

Legal/Policy
Constraints

Risks

Develop per-
formance ap-
praisal process
which can be
used as an
effective per-
formance
management
tool

Provides a
perform-
ance feed-
back tool
rather than
a pay in-
crease tool.

Improved
communica-
tion of per-
formance
expecta-
tions

Provides
support for
disciplinary
actions

Provides
further
awareness
of core val-
ues of or-
ganization

Results in
perform-
ance ap-
praisals for
every
county em-
ployee

Number of
perform-
ance ap-
praisals

e Large cul-
tural change

Possible
online train-
ing

Internet
service de-
livery

Tie to su-
pervisor's
perform-

ance ap-

praisal

Supervisory
training

o Resources

County pol-
icy change
required

Failure of
departments
to use the
process
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Human Resources

Implementa-
Performance Organizational Role of Tech- tion Consid- Organizational Legal/Policy
Opportunity Benefit Measures Impact nology erations Constraints Constraints Risks
Community Development
Develop a e Improved Number of e Noneidenti- | ¢ None identi- Need for a e Resources ¢ None identi- Certification
means to build level of HR certifications fied fied baseline fied does not
on HR funda- staff per- Improved survey always
mentals and formance . equate to
: . service to Need to h
provide certifi- high per-
: ¢ Improved customers address the
cation for HR formance
. customer (through lack of rec-
professionals . ; o
satisfaction survey oghnition in HR employ-
e Better con- scores) the value of ees will
: certification leave the
sistency county after
across the the y
county y
achieve cer-
tification
Develop amen- | e Increased Number of e Noneidenti- | ¢ None identi- How men- e Resources ¢ None identi- Difficulty in
toring program competency employee fied fied tors are se- fied recruiting
of HR pro- turnovers lected (fa- mentors
fessionals Number of Vzrrlélesnt]i’ons) More de-

e Improved participants P P mand for
consistency Participant Possibly mentoring
in practices/ satisfaction consider than avail-
processes (through mentors able men-

e Improved survey ILOen:;ngjjrt]Stlde tors
succession scores) Yy
planning How to en-

e Improved ngralg?o
retention of Enenrior
employees

Techniques
for accu-
rately
matching
mentor to

mentees
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Implementa-
Performance Organizational Role of Tech- tion Consid- Organizational Legal/Policy
Opportunity Benefit Measures Impact nology erations Constraints Constraints Risks
Communications
Develop a HR e Reduced Process e Noneidenti- | o Intranet e Notforgen- | e Resources e Noneidenti- | ¢ Mainte-
central web process turnaround fied service de- eral em- fied nance of
portal for all HR turnaround time livery ployees, data
information time audience is
including points N‘.J!“b?’ of HR practi-
e Improved utilizations .
of contact by accuracy of tioners, su-
HR function res ons)é Customer pervisors,
p satisfaction etc.
e Avoidance (through e Securit
of “answer survey y
shopping” scores)
e Improved
communica-
tion
Quality Assurance
Implement qual- | e Increased Number of e Large cul- e Noneidenti- | « Complexity e Resistance e Noneidenti- | ¢ Recom-
ity assurance efficiencies class action ture change fied « Should QA from man- fied mend-ations
strategy, pro- Reduced lawsuits b agers are ignored
vide feedback ¢ Reduce € per-
overpay- Number of formed by e Resources
ments overpay- internal or « Political
¢ Reduced ments géherg;aslore- atmosphere
class action Number of ’
lawsuits grievances e Results will
e Reduced be public
number of record
grievances
e Increased
accountabil-
ity to public
e |dentifica-
tion of per-
formance

measures
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Implementa-
Performance Organizational Role of Tech- tion Consid- Organizational Legal/Policy
Opportunity Benefit Measures Impact nology erations Constraints Constraints Risks
HR Information Management
Complete MSA | ¢ Reduced Process e Noneidenti- | ¢ MSA sys- Training e Resistance ¢ None Identi- PeopleSoft
Standardization process time fied tem Change from em- fied migration
project turnaround Number of mana%e- ployees to may be ac-
time rework ef- ment ggg\égroc- f:gﬁ;?r:gd
) g;?:?rf rl\/ISA fors How to e Resources payback
Length of handle his- from effort
e Reduced MSA cycle torical data Non-
risk of con- time
version to acceptance
PeopleSoft of new proc-
through esses
cleaner data Approach
may not be
S el e viable with-
out histori-
manual cal data be-
e Improved ing ad-
controls in dressed
MSA sys-
tem
e Promotes a
common
understand-
ing of fields
e Potential to
reduce MSA
cycle time
e Potential to
reduce
amount of

rework
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Implementa-
Performance Organizational Role of Tech- tion Consid- Organizational Legal/Policy
Opportunity Benefit Measures Impact nology erations Constraints Constraints Risks
Implement Reduced Number of e Large cul- o PeopleSoft Training e Resources e None ldenti- | e None Identi-
ZeogleSoft € ggphaor:’:n”slegf zyzt;am us- ture change | Intranet Substantial e Resistance fied fied
pp ) tems Y 9 service de- change from em-
e-bysmess _ Process livery manage- ployees to
(training, griev- Decreased time ment new proc-
ance tracking, i
oy, o1 g dual entries Number of esses
T Increased department

reporting ad hoc sys-

capabilities tems

Increased

access to

information

Increased

understand-

ing of Peo-

pleSoft sys-

tem and its

capabilities
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