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Carrie Woodell, CPPO, CFCM, C.P.M., CPPB, A.P.P., FCPM, FCPA, FCCM, FCCN

Carrie has over 20 years of procurement experience in both the private and public sectors. She currently
serves as the Procurement Administrator for Orange County. She has experience managing the procurement
process including contract awards for commodities, services, construction and professional services.
Carrie has obtained several professional certifications including Certified Federal Contracts Manager (CFCM),
Certified Public Procurement Officer (CPPO), Certified Professional Public Buyer (CPPB), Certified Purchasing
Manager (C.P.M.), Accredited Purchasing Practitioner (A.P.P.), Florida Certified Purchasing Manager (FCPM),
Florida Certified Purchasing Agent (FCPA), Florida Certified Contract Manager (FCCM), and Florida Certified
Contract Negotiator (FCCN).
Carrie is Past President of the Florida Association of Public Procurement Officials (FAPPO) and the Central
Florida Chapter of NIGP. She currently serves as Vice-Chair of the Governance Committee for NIGP: The
Institute for Public Procurement and was named the 2012 NIGP Professional Manager of the Year.
Carrie has a Bachelor’s degree in Public Administration and Graduate Certificate in Emergency Management
from the University of Central Florida and will obtain a Master’s degree in Public Administration in May 2014.

Carrie Woodell, CFCM, CPPO, C.P.M., FCPM

439 Buckskin Court Winter Springs, Florida 32708 | 321-279-3342 | cwood439@gmail.com

Education

MASTERS DEGREE | MAY 2014 | UNIVERSITY OF CENTRAL FLORIDA
· Major: Public Administration

· Minor: Emergency Management

· Graduate Certificate in Emergency Management – May 2010

BACHELORS DEGREE | AUGUST 2008 | UNIVERSITY OF CENTRAL FLORIDA

· Major: Public Administration

· Minor: Emergency Management
· Graduated Magna Cum Laude

Experience

PROCUREMENT ADMINISTRATOR|ORANGE COUNTY|APRIL 2013 – PRESENT
· Provides direct supervision of the Purchasing or Contracts Section (as assigned) in the preparation, issuance and award of Invitation
for Bids and Request for Proposals.
· Supervises support staff in the preparation of IFB/RFP documents, contract files and record keeping activities.

· Assists in the supervising and directing the work of the division staff and administers the approval process for procurement
transactions and contracts.
· Evaluates project requirements for scope of work, schedules, standardization, liability and legal issues.

· Responsible for maintaining an expeditious response time relevant to all procurement transactions, contracts, Invitation for Bids
and Request for Proposals.
· Formulates, implements, coordinates solicitations for Invitation for Bids, contracts and other varies procurements that are assigned
by the Manager.

· Prepares, reviews and executes contracts on behalf of the Division Manager.

· Regularly works with County Commissioners, County Administration, Department Directors, Division Managers, engineers and
consultants.
· Represents the Manager in their absence at all scheduled meetings and conferences.

· Chairs the Procurement Committee in the absence of the Manager.

· Participates in the review, evaluation and revision of policies and procedures, ordinances and administrative regulations.
· Develops plans for the accomplishment of assigned functions to meet priorities, deadlines and goals.
· Provides input into the budgeting and training functions.

· Researches a wide variety of procurement issues and provides narrative and statistical reports.
· Prepares and maintains statistical and informational reports.

· Reviews purchase requisitions, analyzes requirements and assigns to appropriate staff for procurement.
Notable Accomplishments

Updated Procurement Procedures Manual (2013)

PURCHASING MANAGER | CITY OF WINTER PARK | MARCH 2007- APRIL 2013
· Develop, recommend and implement operating policies, procedures and programs.

· Organize and administer the work of assigned activities to staff, including the procurement of commodities, services, vehicles,
construction, professional services, as well as real and tangible property control/disposal.
· Prepare and present division’s annual budget and related financial reports.

· Responsible for all formal solicitation processes (IFB, ITN, RFI, RFP, RFQ), including preparation, issuance, meeting facilitation,
evaluation, negotiation and presentation of consent agenda to the City Commission.
· Work directly with City Attorney, City Management and Department heads regarding all formal solicitations and contracts.

· Administer the city’s Contract Management System that is comprised of over 80 term contracts and 225 piggyback contracts,
including all licenses, bonds, and insurance certificates.

· Serve as Program Administrator for Purchasing Card Program of 150+ cardholders, realizing over $10 million in annual spend.
· Manage the disposition process for all City surplus property.

· Initiate and effectively recommend hiring, performance evaluations and disciplinary actions of assigned personnel.

· Serve as a member of the city’s Incident Management Team, including Emergency Operations Center responsibilities as needed.
Notable Accomplishments

Drafted and implemented a new, comprehensive Purchasing Policy and Procedures Manual (2011)
Updated the Purchasing Card Policy and Travel Policy (2011)

Expanded the Purchasing Card Program, resulting in a 57 percent increase in rebates (2011)

Established a purchasing web page presence with an e-registration/e-notification site for vendors (2011)

Established a client satisfaction survey (internal and external) (2011)
Established an Environmentally Preferred Purchasing Policy (2010)

Implemented a Contract Management Program that integrates with Microsoft Outlook to achieve automated notifications (2010)
Established online sales of surplus property (2008)

PURCHASING AGENT | CITY OF WINTER PARK | 2004 – 2007
· Reviewed purchase requisitions for compliance with policy
· Prepared and executed both purchase and change orders

· Conducted pre-bid meetings, public openings and tabulations for formal solicitations

· Processed inventory transactions, maintained inventory levels, and conducted annual physical inventory
· Maintained both term and piggyback contracts database and files

· Monitored fuel levels at various locations and coordinated deliveries to ensure adequate levels were maintained
· Coordinated collection of all surplus property

· Served as Purchasing Manager in their absence

BUYER | CITY OF WINTER PARK | 2002 – 2004
· Reviewed purchase requisitions for compliance with policy

· Prepared and executed both purchase and change orders

· Prepared selected formal solicitations under the direction of the Purchasing Manager

· Monitored fuel levels at various locations and coordinated deliveries to ensure adequate levels were maintained
· Processed inventory transactions, maintained inventory levels, and conducted annual physical inventory

Professional Accomplishments
LEADERSHIP
· President of the Florida Association of Public Procurement Officials, Inc. (2012/2013)

· President of the Central Florida Chapter of NIGP: The Institute for Public Procurement (2010, 2011)
· Vice Chair of NIGP Governance Committee (2012-2014)

· Representative on Member Advisory Council of National Joint Powers Alliance (2013, 2014)
CERTIFICATIONS

Certified Federal Contracts Manager (CFCM) – National Contract Management Association (2002)

Certified Public Procurement Officer (CPPO) – Universal Public Procurement Certification Council (2009)
Certified Purchasing Manager (C.P.M.) – Institute of Supply Management (2007)

Certified Professional Public Buyer (CPPB) – Universal Public Procurement Certification Council (2008)
Accredited Purchasing Practitioner (A.P.P.) – Institute of Supply Management (2004)

Florida Certified Purchasing Manager (FCPM) – State of Florida – Department of Management Services (2008)
Florida Certified Purchasing Agent (FCPA) – State of Florida – Department of Management Services (2008)

Florida Certified Contract Manager (FCCM) – State of Florida – Department of Management Services (2008)

Florida Certified Contract Negotiator (FCCN) – State of Florida – Department of Management Services (2007)
AWARDS

NIGP Professional Manager of the Year (2012)

Central Florida Chapter of NIGP Manager of the Year (2008, 2012)
Central Florida Chapter of NIGP Buyer of the Year (2006, 2007)
Central Florida Chapter of NIGP Member of the Year (2009)

Florida Association of Public Procurement Officials “Above and Beyond” award (2008-2009)

Obtained Achievement of Excellence in Procurement award from National Procurement Institute (2010, 2011, 2012, 2013, 2014)

Obtained Sterling Agency Award from Universal Public Procurement Certification Council (2009-2011)

Obtained Award for Excellence in Public Procurement from Florida Association of Public Procurement Officials (2012, 2013, 2014)

References
Michelle del Valle - Assistant City Manager, City of Winter Park (407-599-3214)

Cheryl Olson – Director of Purchasing and Warehouse Services, Brevard County School District (321-633-1000 ext. 645)
Brian Dean – Former Assistant Fire Chief, City of Winter Park (407-919-9862)

Carrie Woodell, CPPO, CFCM, C.P.M., FCPM
Administrator
carrie.woodell@ocfl.net

Summary
Carrie has over 20 years of procurement experience in both the private and public sectors. She is the
Procurement Administrator for Orange County Board of County Commissioners. She has experience
managing the procurement process including contract awards for commodities, services, construction and
professional services.
Carrie has obtained several professional certifications including Certified Federal Contracts Manager (CFCM),
Certified Public Procurement Officer (CPPO), Certified Professional Public Buyer (CPPB), Certified
Purchasing Manager (C.P.M.) and Florida Certified Purchasing Manager (FCPM).
Carrie is Past President of the Florida Association of Public Procurement Officials (FAPPO) and the Central
Florida Chapter of NIGP. She currently serves as vice-chair of the NIGP Governance Committee and has
chaired or participated on many other task forces and committees for local, state and national government
procurement organizations since 2000. Carrie was named the 2012 Professional Manager of the Year by NIGP.
Carrie has a Bachelor's degree in Public Administration and a Graduate Certificate in Emergency Management
from the University of Central Florida and will receive a Master’s Degree in Public Administration in May
2014.

Experience
Administrator at Orange County Government
April 2013 - Present (1 year)
President at Florida Association of Public Procurement Officials, Inc.
June 2012 - May 2013 (1 year)
Purchasing Manager at City of Winter Park
March 2007 - April 2013 (6 years 2 months)
1 recommendation available upon request
President at Central Florida Chapter of NIGP
January 2010 - December 2011 (2 years)

Skills & Expertise
Procurement
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Negotiation
E-procurement
Purchasing
Strategic Sourcing
Strategic Planning
Government
Government Procurement
Spend Analysis
Customer Service
Budgets
Contract Management
Contract Negotiation
Supply Management
Project Planning
Materials Management
Project Management
Supply Chain Management
RFP
Supplier Diversity
Policy
Bidding Process
Outlook
Program Management
Public Procurement
Supplier Development
Management
Leadership
Analysis
Governance
eSourcing
Inventory Management
Local Government
Process Improvement
Government Contracting
Purchase Management
Supplier Negotiation
Public Administration
Supplier Evaluation
Purchasing Processes
Global Sourcing
Software Procurement
Procurement Contracts
FAR
Supply
Proposal Writing
Logistics
IT Procurement
Cost Benefit
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Certifications
Certified Federal Contract Manager (CFCM)
National Contract Management Association
Certified Public Procurement Officer (CPPO)
Universal Public Procurement Certification Council
Certified Professional Public Buyer (CPPB)
Universal Public Procurement Certification Council
Certified Purchasing Manager (C.P.M.)
Institute for Supply Management
Accredited Purchasing Practitioner (A.P.P.)
Institute for Supply Management
Florida Certified Purchasing Manager (FCPM)
State of Florida - Department of Management Services
Florida Certified Purchasing Agent (FCPA)
State of Florida - Department of Management Services
Florida Certified Contract Negotiator (FCCN)
State of Florida - Department of Management Services
Florida Certified Contract Manager (FCCM)
State of Florida - Department of Management Services

Honors and Awards
2012 Professional Manager of the Year
NIGP
August 2012
Above and Beyond Award
Florida Association of Public Purchasing Officers, Inc.
April 2009

Education
University of Central Florida
Master of Public Administration (MPA), Public Administration, 2010 - 2014
University of Central Florida
Graduate Certificate in Emergency Management, 2008 - 2010
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University of Central Florida
Bachelor's degree, Public Administration, 2004 - 2008
Grade: Graduated Magna Cum Laude
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Carrie Woodell, CPPO, CFCM, C.P.M., FCPM
Administrator
carrie.woodell@ocfl.net

1 person has recommended Carrie
"She knows her customers and works well with everyone."
— Patty Hobbs, CPPB, Senior Contract Administrator, Orange County Purchasing and Contracts, worked
with Carrie at City of Winter Park

Contact Carrie on LinkedIn
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Competency 1: Ability to Lead and Manage in
Public Governance

Skill or Knowledge Capacity Evidence Included

1a. Develop Expertise on Local Government
1b. Develop an Ability to Lead within Multiple Networks of Stakeholders
1d. Produce Consensus Among Diverse Stakeholders

1a. Develop Expertise on Local Government
Title of Evidence: Developing a Policy to Provide Sustainable Pension
Benefits to Public Safety Personnel

Assignment from PAD 6035 Public Administration in the Policy Process
Self-Assessment Score:

4

Instructor Assessment Score:

Criteria Met: Able to evaluate the trade-offs and synergies that persist within
sectors and across sectors; can make recommendation for the design of new
governance arrangements for local government.

Competency Grading Rubric for
1a. Develop Expertise on Local Government

Written Reflection
1a. Develop Expertise on Local Government

The selected research paper that follows meets the National Association of Schools of
Public Affairs Administration (NASPAA) core competency requirement of being able to ‘lead and
manage in public governance’ and its sub-competency of ‘developing expertise on local
government’, as it demonstrates comprehensive analysis of financial volatility and rules of law
that municipal administrator’s must consider when adoption a policy for sustainable pension
benefits for public safety personnel.
The City of Winter Park is not unique in facing the challenges of reduced property tax
revenues and the need to implement a strategy which ensures sufficient funding is available to
cover not only the costs associated with the defined benefit pension plan for its public safety
personnel, but any investment losses that are incurred annually. Comprehensive financial analysis
is key to understanding the vulnerabilities that exist, what alternatives (if any) are available for
consideration, and what the impacts of each would include. The research paper aligned with this
competency identified five alternatives this local government could consider implementing to
realize a stable pension program for its public safety personnel.
The analysis process exposed me to many facets of local government, including finance
strategies, human resource challenges, collaboration among varying stakeholders, and the
necessity for evidence-based management. A thorough analysis of all factors involved in pension
benefit planning is necessary to adopt a long term strategy that will remain sustainable. In the case
of Winter Park, analysis identified investment losses exceeding $8 million over the past five year
period. City Management must understand the factors that have led to this deficit, in addition to

identifying opportunities that exist to not only overcome, but mitigate the potential for loss in the
future. Some of the alternatives identified will certainly not be received positively by the law
enforcement and fire unions, but allowing this issue to go unaddressed will undoubtedly place this
municipality in a deeper financial stranglehold than it currently realizes.
In addition to the research paper introduced above, I have had the pleasure of working in
local government for the past fifteen years in the field of public procurement. My tenure has
allowed me to gain extensive knowledge of local government operations.

I have had the

opportunity to draft, present and implement a new procurement policy at the City of Winter Park,
which included collaborating with all city departments. As Purchasing Manager, it was important
for me to understand the operations within each department and work closely with them to achieve
their goals within the parameters of the policy. I served in that position for the previous six years
and have since accepted employment at Orange County, which has now allowed me to understand
local government on a much larger scale, including corrections, family and animal services as well
as the business operations of the nation’s second largest convention center. Each government
agency offers its own unique challenges, and our job as administrators is to utilize our craft to
ensure we are making evidence-based decisions in the best interest of our organization.

Carrie Woodell
191 E. Main Street
Geneva, FL 32732

October 24, 2010
Ms. Michelle del Valle
City of Winter Park
401 Park Avenue South
Winter Park, FL 32789
Dear Ms. del Valle:
In the near future, I will submit to you a comprehensive policy paper which has been generated
as part of a project in my graduate class at the University of Central Florida that focuses on
Public Administration in the Policy Process. The paper will include recommendations for the
development of a policy to provide sustainable pension benefits to public safety personnel.
As a city administrator, this analysis will serve as a valuable resource tool to utilize as you work
with elected officials to determine if the public safety pension program should be based on
defined benefits or defined contributions. As you are aware, the policy process surrounding this
issue will be very contentious as numerous stakeholders will make their voices heard.
Once you have had time to review the policy paper, I would appreciate any feedback you can
provide as well as details on how the document was utilized during the policy formulation
process.
Thank you in advance for your consideration. Please feel free to contact me if you have any
questions concerning the paper.
Respectfully,

Carrie Woodell
Graduate Student
University of Central Florida
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Developing a Policy to Provide Sustainable Pension Benefits
to Public Safety Personnel
Carrie Woodell
The University of Central Florida
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Traditionally, public sector employment has been predicated on earning wages lower than
those realized in the private sector. The offset was that the government-provided benefits were
typically more lucrative to potential employees. Government employees have become
accustomed to a standard of benefits that include medical, dental, life insurance and a pension
package. The pension package can vary from a defined benefit plan or a defined contribution
plan.
History
General employees which are comprised of civilian or non-public safety personnel
traditionally are afforded a defined contribution plan. This type of plan serves as retirement
savings “in which an employee’s benefits during retirement depend on the contributions made to
and the investment performance of the assets in his or her account, rather than on the employee’s
years of service or earnings history” (The Tax Policy Briefing Book). Additionally, tax on a
defined contribution plan is deferred until such time as the employee withdraws money from the
account. When compared to a defined benefit plan, this plan places more of the risk on the
employee as fund balances may be affected by the volatility experienced in the various funds
invested in, such as stocks, bonds and mutual funds. Examples of defined contribution plans
include 401(k), 457 and 403(b). The City of Winter Park currently offers and contributes to a
401(k) plan for general employees. A 457 plan is also offered, however the city only contributes
to this plan type for exempt employees and a few other uniquely identified personnel.
The City of Winter Park currently sponsors defined benefit plans for both Police Officers
and Firefighters, identified as the Winter Park Police Officers’ Retirement System and the
Winter Park Firefighters’ Retirement System, adopted under Ordinance Numbers 2786-09 and
2787-09 respectively. These plans are provided as an instrument to recruit and retain the very
best employees. “Defined-benefit plans provide pension income to retired employees on the
basis of a formula that accounts for a worker’s years of service at a firm and earnings.
Distributions are typically made for the remainder of the employee’s life, making the plan
similar to an annuity” (The Tax Policy Briefing Book: Defined-Benefit).
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Traditionally, contributions under a defined benefit plan are made solely by the employer who
bears the risk to ensure the promised benefits are provided for the life of the recipient. The
defined benefit plan equation is benefits plus expenses equals contributions of employees,
employer and state plus investments (Sugarman, 2010). As a failsafe, should the employer find
they are unable to provide the contributions as promised, the plan is insured through the Pension
Benefit Guarantee Corporation. Similar to the defined contribution plan, contributions under this
plan type are tax-deferred.

Table 1 identifies the benefits provided for under the current

defined benefit plan.
Table 1
Employees who have not completed ten (10) years of credited service at the date of termination
of employment are entitled to the return of their employee contributions with interest credited at
five percent (5%) per annum.
The benefit commencement date for vested terminated members is the earlier of (a) age 55 and
(b) the date on which they would have reached twenty (20) years of credited service.
Members who retire or terminate employment after October 1, 2002 are entitled to a three
percent (3%) annual cost of living adjustment (COLA) on benefit payments beginning at age 60.
Pensionable compensation is total pay, including vacation and comp time accrual, excluding
special detail pay.
Retirement/termination benefits are calculated based upon a three percent (3%) multiplier.
Retirement/termination benefits are capped at 100% of Average Final Compensation (AFC).
Members who enter the Deferred Retirement Option Program (DROP) may elect to receive
interest credits on their DROP account balances based upon either (a) a six and a half percent
(6.5%) fixed rate or (b) the rate of return earned by the Fund.

The current benefits are defined as 3.00% of average final compensation for each year of
credited service.
Legislation in Chapters 175 and 185 of the Florida Statutes requires that all citizens of
Florida pay a 1.85% tax on their property insurance premiums (primarily hazard insurance) and a
0.85% tax on their casualty insurance premiums (primarily auto insurance).
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These statutes provide that if a municipality provides a defined benefit pension program for its
Police Officers and/or Firefighters that meets certain criteria, then those premium taxes will be
given back to that local municipality for the purpose of providing additional benefits to the
members who protect the property of those citizens. The statutes further provide that the
Division of Retirement is responsible for the daily oversight and monitoring of actuarial
soundness of the plans, for receiving and holding the premium tax moneys collected, and upon
determining compliance with the provisions of these chapters, for disbursing those moneys to the
Firefighters’ and Police Officers’ Retirement Plans (Brinkman & Shoemaker, 2010).
The analysis included in this report will focus on recognizing the volatility projected to
the net City contributions to the Police Officers’ and Firefighters’ retirement systems,
establishing alternatives for consideration and identifying recommendations which can aid city
management and elected officials in the development of a policy to provide sustainable pension
benefits to public safety personnel.
Recent administrative analysis has indicated that the aforementioned volatility is due
primarily to the full amortization of large (negative) credit amortization bases in fiscal years
2013 (Fire) and 2015 (Police). In fiscal year 2008, the Winter Park Police pension plan had
investment losses of 11.2%, while the Winter Park Fire pension plan had investment losses of
8.44%. At the end of fiscal year 2009, the pension plans had unrecognized losses of $3.5 million
(Fire) and $4.6 million (Police).
City administrators are interested in “cost containment strategies that will reduce its
funding requirements in the range of 3%-5% of payroll” (Foster & Foster, 2010). If left
unaddressed the city will become deficient in the funding necessary to provide pension payouts
and will ultimately be left with little choice other than to raise taxes to make up the shortfall.
The primary question management must address is “are the defined benefit plans able to be
sustained under the current actuarial cost method, and if not, what alternatives or strategies must
be considered for future sustainability”?
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Assumptions
The following assumptions have been established and shall be considered during the
formulation of projections of anticipated costs associates with the identified alternatives.


Assets were assumed to earn 8.25% per year for the Police Officers’ Plan and 7.75% for
the Firefighters’ Plan.



The population of each department was assumed to be constant, meaning that as members
are projected to terminate or retire, they will be replaced with new members.



Analysis provided within is based on current employees only

Alternatives
Within the past year municipalities such as Miami, Coral Gables, Mount Dora, Vero
Beach and Fort Myers have made the headlines as they struggle to deal with pension fund losses.
Interim solutions include health insurance and pension cuts, lowering pension payouts, requiring
increased employee contributions of an additional 5% while reducing employer contributions,
and freezing the defined benefits plan and requiring enrollment in a defined contribution plan
(Polaszek, 2010). In 2007, the City of Stuart went so far as to terminate all City pension plans
and joined FRS for all employees. Additional pension plan discussions are ongoing in
Jacksonville, St. Pete Beach and Oakland Park.
While pension plan reform is a necessary discussion to engage in, it can also be very
controversial to those who would ultimately be affected. Managers and elected officials are
challenged with establishing reform parameters that will ease future financial burdens while
providing sustainable benefits for the men and women that protect and serve the community
throughout their careers. What alternatives can City of Winter Park management and elected
officials consider in an effort to provide a sustainable pension program to affected public safety
personnel?
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Alternative one would affect employees who have not completed ten (10) years of
credited service at the date of termination of employment. Those employees would be entitled
solely to the return of their employee contributions, no interest would be credited. Current plans
provide for a refund of accumulated member contributions with 5% interest in the event of
termination, which is both generous and unusual. Consideration of this alternative could have a
negative impact on employee retention and as well as recruitment efforts, as this reform tactic
has the potential to make the Winter Park retirement systems less generous when compared to
other municipalities. Additionally, implementation of this alternative has the potential of
elimination of receipt of future state Chapter 175/185 insurance premium tax deductions, as any
reduction in benefits below the 99-1 level would eliminate future state monies on the grounds of
non-compliance with the statutory provisions. Further analysis is recommended prior to
implementation of this alternative to ensure no loss of funding.
Alternative two seeks to reduce the cost of living adjustment (COLA) percentage
provided to retirement system members. Under this alternative, members who retire after
October 1, 2009 will be entitled to a COLA of three (3) percent on the portion of their benefit
accrued as of September 30, 2009 and two (2) percent on the portion of their benefit accrued
after September 30, 2009. While adoption of this alternative would ultimately have an effect on
members of the retirement system, it may be a concession they are willing to live with,
recognizing that the current system is in need of reform to truly be sustainable. In addition,
implementation of this alternative should not jeopardize compliance with statutory provisions;
however it could reduce the amount of allowable state monies.
Alternative three focuses on what can be considered pensionable compensation. Under
this alternative, pensionable compensation will be defined as base pay plus overtime pay and
longevity pay – provided overtime pay plus longevity pay will not exceed twenty (20) percent of
base pay. Additionally, overtime pay will be limited to three hundred (300) hours. The benefit
of reducing pensionable pay, combined with a limitation on payouts results in less volatility in
funding requirements. Implementation of this alternative would eliminate large increases in final
year’s compensation due to members working greater than expected amounts of overtime.
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There is a chance that this alternative could impact the monies provided by the State if it is
determined that the reform directly conflicts with compliance of statutory requirements. Further
analysis is recommended prior to implementation of this alternative to ensure no loss of funding,
in the event that it conflicts with statutory provisions.
Alternative four focuses on perhaps the most controversial portion of the retirement
system plan: the benefit multiplier. Under this alternative, the benefit multiplier will be three (3)
percent per year of credited service prior to October 1, 2009 and two (2) percent per year of
credited service after September 30, 2009. Upon completion of twenty (20) years of credited
service, the multiplier increases to three (3) percent for all years of credited service. While this
alternative has the potential to stabilize pension fund volatility, the impact for members is quite
large. City administrators will find this reform option to be an extremely tough sell to members,
and Union representatives will dig their heels in deep to oppose this alternative. This alternative
could have the potential to impact future state monies if it determined to affect compliance with
statutory regulations. Further analysis is recommended prior to implementation of this
alternative to ensure no loss of funding, in the event that it conflicts with statutory provisions.
The final alternative is a hybrid defined benefit/defined contribution plan. Under this
alternative, current benefits would freeze; current employees keep their accrued benefits earned
up to the date of freeze. Future benefits would be reduced to the minimum as required by
Chapter 175/185 for all current and future employees. Employee contribution drops from six (6)
percent to five (5) percent, and the city funds the total cost of the defined benefit plan less
employee contributions. Implementation of this hybrid plan would meet the minimum
requirements of Chapters 175/185; therefore the city would remain eligible to receive state
monies. While this alternative does to provide for short term cost savings, it has the potential to
stabilize future payouts and allow for more manageable pension plans.
Stakeholders
Relevant stakeholders that must be considered in the establishment of alternatives include
elected officials, city management, taxpayers, union representatives and public safety personnel
eligible for the defined benefit plan provided by the City of Winter Park.
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From an elected official and management perspective, cost containment and development
of a pension policy that will provide for sustainability in future years are crucial points.
Additional consideration must be given preserving the ability to retain and recruit quality public
safety personnel. Taxpayers (like administrators) recognize the need to provide adequate
pension benefits to the men and women who serve to protect their community throughout the
years. The citizens as stakeholders expect city leaders to make decisions that will preserve their
quality of life while ensuring fiduciary soundness without having to increase taxes. Union
representative and public safety personnel who are members of the retirement systems being
analyzed for reform are concerned with preserving the benefits that they have been previously
afforded for the duration of their careers with the City of Winter Park. This stakeholder group
subscribes to the opinion that “abandonment or radical curtailment of the defined benefit
retirement program is directly contrary to sound employment practices” (Klausner, 2010).
Comparative Analysis
The decision makers at the City of Winter Park could choose to implement one or many
of the alternatives described herein in an effort to develop a more sustainable pension plan.
Certainly careful consideration and analysis must be afforded to each alternative to determine if
it would be in the best interest for the City of Winter Park to implement.
Actuarial studies completed at the request of city administrators suggest that restricting
future hires to a reduced benefit structure would be the best approach to produce real plan
savings (Foster & Foster, 2010). This study did not consider the hybrid defined benefit/defined
contribution plan.
According to Deputy Fire Chief Pat Mccabe, union members recognize that the current
plan is not sustainable and they would be willing to compromise on at least two of the
alternatives with the understanding that the modifications cannot be retroactive but must take
effect from October 1, 2010. The two alternatives that have the potential to gain union
acceptability are alternatives two and three (McCabe, 2010).
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When questioned on what affect pension plan reform might have on employee retention
and recruitment, Human Resource Manager, Mary Greenwood explained that since numerous
agencies have or will implement changes to their pension plans, the impact on current and future
staffing levels should not be severe (Greenwood, 2010).
Table 2 below provides a comparative analysis of the five alternatives described herein
when evaluated against cost avoidance, equity, union acceptability and political acceptability.
Table 2
No Interest
on Refund of
Contributions
upon
Termination

Reduction of
the COLA for
Benefits
Accrued After
2009

Reducing
Pensionable
Compensation

Split
Multiplier
Plan

Hybrid DB
/DC Plan

Cost
Avoidance
(3)

3 (9)

2 (6)

3 (9)

4 (12)

4 (12)

Equity (2)

3 (6)

3 (6)

3 (6)

3 (6)

3 (6)

Union
Acceptability
(4)

1 (4)

2 (8)

2 (8)

1 (4)

2 (8)

Political
Acceptability
(4)

3 (12)

4 (16)

3 (12)

3 (12)

4 (16)

31

36

35

34

42

TOTAL

Recommendation
Based on the comparative analysis and information provided within this paper, I
recommend that city administrators and elected officials consider freezing the current pension
plans and creating a hybrid defined benefit/defined contribution plan.
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It is acknowledged that all of the alternatives described above will have a greater impact
on future employees as opposed to current members. The primary advantage of the
recommended alternative is that it provides the city with a long range option for sustainable plan
management. While cost savings will not be realized in the short term, requiring all future
members to subscribe to the hybrid plan will ultimately provide for more manageable plans that
will allow the city to realize the payroll reduction necessary to avoid increasing the tax burden on
its citizens.
The recommendation provided herein will serve the public interest in several ways. First,
it will provide an equitable solution to a problem that clearly needs to be addressed in the very
near future. This is a hot-button issue but also a sensitive one and must be handled delicately,
ensuring that all stakeholders are included in the discussion so their voices are heard, and more
importantly, considered as part of the decision process. Gaining support from union
representatives and members is crucial to preserving the current base of public safety employees.
Additionally, implementation of the hybrid defined benefit/defined contribution plan will
allow for a more stable mechanism of financial management of the pension plans, which in turn
will allow administrator to ensure that adequate funding is available for future payouts, thus
eliminating a need to raise taxes on the citizens.
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The selected research paper that follows meets the National Association of Schools of
Public Affairs Administration (NASPAA) core competency requirement of being able to ‘lead and
manage in public governance’ and its sub-competency of ‘developing an ability to lead within
multiple networks of stakeholders’, as it demonstrates the importance of collaborating among
various stakeholders to accomplish goals.
The University of Central Florida International Services Center Strategic Plan that
corresponds to this competency required collaboration among diverse internal stakeholders
including the University of Central Florida, the College of Graduate Studies, the International
Service Center Staff and international students who utilize the Center’s services. In addition, input
was gathered from various external stakeholders including the United Stated Department of
Homeland Security, the State of Florida, Florida taxpayers, parents of international students,
foreign governments and non-international students at the university.
Collaborating with the various stakeholders to the extent possible was vital in completing
the SWOC analysis as part of the strategic planning process. Diverse input is necessary to
understand the varying perspectives and identify the unique challenges and expectations each have.
Ultimately, the study identified a total of three (3) strategic issues, with at least three (3) goals and
objectives developed in relation to each issue, as well as an implementation plan and schedule for
plan revision and evaluation. The document was professionally printed, bound and presented to
the International Services Center to serve as their strategic guide for the coming years.

In addition to the experience of working with multiple networks of stakeholders for this
project, I have had several additional opportunities to engage in this process with professional
procurement associations. In 2010 I had the pleasure of serving as President of the Central Florida
Chapter of the National Institute of Governmental Purchasing. While the chapter had been in
existence since 1987, it had not previously engaged in the strategic planning process, which
became one of the first initiatives I facilitated during my presidency. I convened a Strategic
Planning Task Force in May, which consisted of procurement professionals from differing agency
types who were representative of our chapter membership, including municipalities, counties,
school boards and transportation authorities. The diversity was important to ensure that our
chapter was supporting the various government agencies that existed within our membership base,
which consists of 175 members spanning Orange, Seminole, Lake, Osceola, Brevard and Volusia
counties. The strategic planning process was extremely valuable to us, and ultimately resulted in
an eighty-six (86) page document, which identified a total of eight (8) strategic initiatives with
actions and measurements to ensure we were accomplishing each. This strategic plan is reviewed
annually after the swearing in of the chapter officers has concluded. Several initiatives has been
completed, while others are either in progress or have been delayed pending adequate funding.
Since 1990 I have been an active member of the Florida Association of Public Purchasing
Officers (FAPPO), which is a state-wide non-profit association consisting of over 775 procurement
professional representing over 300 government agencies throughout Florida. Wish such a large
and diverse membership, it is vital to understand the needs of the various agency types represented,
as well as develop a governance plan that ensures we maintain relevance to the membership. In
April, 2009 I was elected to serve as Secretary of FAPPO, and run through the various officer
positions over the next four years. Serving as an officer of this state-wide association was such an

honor and an excellent learning experience in working with a large group of internal stakeholders.
FAPPO holds an annual conference which also includes a trade show that typically involves an
average of 200 exhibitors and sponsors (external stakeholders) whose participation contributes to
a large portion of our annual revenues. The challenge for officers is to create a balance that allows
our exhibitors and sponsors to realize a value (exposure to members) for the money they expend
to FAPPO, while ensuring our membership does not feel “bombarded” by the marketing tactics of
these competing companies. FAPPO has engaged in strategic planning for at least the last two (2)
decades, and as an officer I have had the opportunity to be involved in the process. As Immediate
Past President, part of my responsibility is to ensure that the current officers review the plan
annually to identify any revisions that are necessary and include funding within the budget to
accomplish the initiatives identified for the current year.
I have had numerous opportunities to engage in the strategic planning process, which has
provided me with the skills necessary to lead within multiple networks of stakeholders to derive
working solutions or feasible alternatives to the challenges faced by the organization.

University of Central Florida
International Services Center
Strategic Plan

The Plan Masters
Carrie Woodell
Drishtie Patel
Norma Longhi
Tarik El Bir
Taylor Mountain

UNIVERSITY OF CENTRAL FLORIDA
INTERNATIONAL SERVICES CENTER
STRATEGIC PLAN
TABLE OF CONTENTS

Title

Page No.

Table of Contents ................................................................................................................... i

Introduction ............................................................................................................................ 1
Organizational History.................................................................................................... 1
Formal Mandates ................................................................................................................... 2
Informal Mandates ................................................................................................................. 3
Stakeholder Analysis ............................................................................................................. 4
Mission Statement.................................................................................................................. 7
Trends and Events Statements ............................................................................................... 9
Political ........................................................................................................................... 9
Economical ..................................................................................................................... 9
Social ............................................................................................................................. 10
Technological ................................................................................................................ 11
S.W.O.C Analysis ................................................................................................................. 12
Strategic Issues...................................................................................................................... 13
Goals, Objectives, Strategies, and Performance Indicators .................................................. 15
Implementation Plan ............................................................................................................. 19
Vision Statement ................................................................................................................... 25
Plan Revision and Evaluation ............................................................................................... 26
Formative ....................................................................................................................... 26
Summative ..................................................................................................................... 26
Executive Summary .............................................................................................................. 28
Bibliography ......................................................................................................................... 29

-i-

Introduction
The University of Central Florida (UCF) currently has an international population of 1,529
between students and scholars (Trivedi, 2011). Recognizing that students traveling from abroad
to attend the university require a varied level of assistance to navigate the new environment, the
International Services Center was created.
The International Services Center (ISC) coordinates the administrative and immigration services
for international students and scholars. To ensure a positive and successful experience at the
University of Central Florida, the international services center also serves

as a source of

information for almost everything that would concern a prospective, a new, and currently
enrolled student on how to adjust to a new cultural and academic environment.

ORGANIZATIONAL HISTORY
The International Services Center is embedded within the College of Graduate Studies, and
serves as a resource for admission assistance, general information, advisory services, and support
for international students to navigate through the campus experience. To ensure services are
provided adequately to the international community, ISC is divided into five (5) units: The
admission unit which is mainly responsible for assisting international applicants throughout the
application and admission process which involves immigration forms and documents. The
advising unit is responsible for helping the enrolled students maintain their immigration status.
The employment and taxation unit handles all work related issues for foreign nationals. The
cultural programming unit is in charge of bringing students from all over the world closer to
the American culture and traditions, through special events. Finally, the recruitment unit is the
division that is responsible for expanding the international student community by the recruitment
of new students all over the world.
In order for the international services center to continue to connect students from all over the
world with a quality education provided at the University of Central Florida, and promote the
image of the university around the world, a strategic plan for the department’s next five years
would be a good management tool to assess where the department is currently standing, where it
would like to be in five years, and how it will get there.
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Formal Mandates
Formal mandates of the organization include what an organization is required to perform. They
are found in by-laws, financial reporting or charters which govern the organization.
ISC’s formal mandates are primarily Federal Laws. Compliance with these Laws is essential not
just for the department, but for the UCF as a whole.
Formal
Level
Mandates
NAFSA Advisors Federal
Manual

Source

Explanation

Federal law
translated for
international
education advisors

NAFSA advances public policies that
promote international education and is
committed to support a broad public dialogue
about the value and importance of
international education.

Federal

Federal laws from
U.S. Department of
Homeland Security
(DHS)

Immigration and Customs Enforcement is the
principal investigative arm of the U.S.
Department of Homeland Security (DHS)
and the second largest investigative agency in
the federal government.

Federal
Student and
Exchange Visitor
Program –SEVP

Federal laws
governed for
students legally
enrolled in the U.S.
education system

SEVP uses Web-based technology, the
Student and Exchange Visitor Information
System (SEVIS), to track and monitor
schools and programs, students, exchange
visitors and their dependents while they are
legally enrolled in the U.S. education system.
SEVP collects, maintains and uses the
information to ensure that only legitimate
foreign students or exchange visitors gain
entry to the United States. The result is an
easily accessible information system that
provides timely information to the U.S.
Department of State, the U.S. Customs and
Border Protection, the U.S. Citizenship and
Immigration Services and other U.S.
Immigration and Customs Enforcement
enitities.

State law

Other than Federal laws, ISC is required to
comply with the state immigration Laws
concerning international Student Visas.

US Immigration
and Customs
Enforcement –
ICE

Florida State
Government
Laws

State
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Informal Mandates
Informal mandates include activities or duties which are performed as a result of what has come
to be expected by the department. They are not structured or as well defined as formal mandates.
The informal mandates for ISC have come about due to traditional performance of duties to take
care of international students within the University community.
Informal
Mandates
UCF Policies and
Procedures

Level
Local

Source

Explanation

UCF
Administrators

The University of Central Florida is governed by
state and federal statutes, rules of the Florida
Board of Governors, and university regulations.
The university must adopt policies and related
procedures to dictate and guide the operations of
the university when statutes, rules, and
regulations do not provide specific guidance or
do not offer procedures or implementation
directives necessary for efficient university
operations.

Department of
Graduate Studies
Policies and
Procedures

Local

Administrators

The ISC, is a unit under the Division of Graduate
Studies, and therefore follows the guidelines set
by the department.
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Stakeholder Analysis
“Stakeholder Analysis (SA) is a methodology used to facilitate institutional and policy reform
processes by accounting for and often incorporating the needs of those who have a ‘stake’ or an
interest in the reforms under consideration.” (World Bank Organization). By identifying
stakeholders, the organization can achieve better participation of key actors in order to secure or
promote: mandates (formal and informal), understanding and clarification of mission, and
creation of public value. It is important to define the different stakeholders since any strategic
plan aimed to better the organization would have limited results if not all actors were involved in
the process; hence, having unfavorable outcomes. Stakeholders participation will help identify
strategic concerns and implement effective strategies. “Attention to stakeholder is crucial: the
key success in public and nonprofit organizations (and communities) is the satisfaction of key
stakeholders” (Bryson, 2004, p. 35).
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Stakeholder Analysis (cont’d.)
INTERNAL
STAKEHOLDER
UCF

RELATIONSHIP
 University presides over all matters
related to its activities and projects.

EXPECTATIONS
 Maintain academic and research
leadership.
 Promote diversity and inclusive
environment.
 Continue to keep enrollment at a
steady level.

College of Graduate
Studies

 The college works parallel with the
International Service Center
developing university-wide graduate
plans and policies.

 Improve the quality of existing
programs.
 Continue to develop access to
graduate education.
 Provide excellent student
experience.

International Service
Center Staff

 Personnel are the faces and voices
for international students within the
university. Insuring the participation
of workers will assist in fulfilling
student’s expectations.

 Continue to provide information,
advocacy, and support to prospect,
new and currently enrolled
international students.

International
Students

 International students are the main
reason for the department’s
existence; therefore, it’s imperative
that students’ needs and aspirations
are taking into consideration.

 Receive first grade education
 Continue to receive support from the
International Service Center
 Enhance their overall experience.
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Stakeholder Analysis (cont’d.)
STAKEHOLDER
US Homeland
Security

EXTERNAL
RELATIONSHIP
 Department of the federal
government that issue student visas

EXPECTATIONS
 Students maintain full time
attendance in the school approved
by USCIS.
 Students must be able to self-support
during the school duration.
 Must maintain residence abroad.

State of Florida

 Provide UCF with all operational
costs related with the school

 Increasing the number of
international students will put
pressure to the operational budget
for the educational department.

Florida Tax Payers

 Tax payers are the major resource
for education funding within the
state

 Efficient use of resources by the
state and the university.

Parents of
International

 Provide payment for school related
costs to international students

 Continue receiving support for the
students while abroad.
 Wants the school to promote a safe
environment.
 Continue to provide excellent
education.

Foreign
Governments

 Provide financial resources for
international students

 Continue to provide excellent
education for the students
participating in the study program
paid by the government

UCF NonInternational
Students

 Students and colleagues that study
with international students

 Exchange school experience by
diversity
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Mission Statement
“The International Services Center is committed to serving international students, scholars,
personnel, and the UCF community by providing a quality, client-centered environment focusing
on relationship building, immigration advising, cultural programming and outreach”(ISC).

The International Services Center (ISC) works under the College of Graduate Studies at the
University of Central Florida. ISC assists in recruiting and providing resources for international
students, faculty and staff. The organizations main focus is to educate and support international
students in their transition to UCF to ensure a successful academic experience. The International
Services Center attends to various needs of current and potential participants. ISC provides
assistance in various application processes along with compliance standards including
immigration, visa, and university admittance. While the International Services Center is
embedded under the College of Graduate Studies, the organization strives to incorporate our
mission to work in collaboration with the College of Graduate studies,
“The UCF College of Graduate Studies provides leadership and services to create high-quality
learning environments for graduate students” (CGS).
With the College of Graduate Studies providing support to the International Services Center, ISC
is developing programs and incentives to further enhance the international experience at the
University of Central Florida. The International Services center and the College of Graduate
studies are working to achieve a common goal based on the mission of the University of Central
Florida,
“The University of Central Florida is a public multi-campus, metropolitan research university
that stands for opportunity. The university anchors the Central Florida city-state in meeting its
economic, cultural, intellectual, environmental and societal needs by providing high-quality,
broad-based education and experienced-based learning; pioneering scholarship and impactful
research; enriched student development and leadership growth; and highly relevant continuing
education and public service initiatives that address pressing local, state, national, and
international issues in support of the global community”(UCF).
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Trends and Events Statements
POLITICAL
On a global level, political factors greatly influence the operations and success of the
International Services Center (ISC), as the primary function is to provide assistance and
information to the international community. Due to the current political environment, there are
travels restrictions for many countries, which mean that the international recruiters are
sometimes unable to travel to certain countries that are deemed unsafe. This has correlated to a
decrease in students from those countries and also makes it difficult for advisors and students to
share information. The political arena has a substantial influence upon the regulation of the ISC
in terms of formal and informal rules under which ISC must operate. ISC is responsible for
making sure all the immigration and tax forms are filed correctly for all students, scholars and
faculty in accordance with both Federal and State Laws.
Recent changes in the external political environment, have led to changes in the Laws, which
greatly affect the operations and structure of ISC, an already understaffed department. However,
one of ISC’s goals is to be the primary resource for the university on immigration compliance.
The three units of ISC including, Tax and Employment, Advising and Admissions are constantly
undergoing training and attending workshops and conferences to be updated with new policies
and procedures and keep the university in compliance with all the laws.

ECONOMICAL
Educational institutions around the country have experienced the tightening of budget belts and
the University of Central Florida is no different. Federal stimulus monies are rapidly decreasing
as are funding allocations from the State of Florida. The results are directly reflected in the
university budget, which according to the Budget Resource Center, has been forced to cut over
$77 million in the last three fiscal years. Short term economic projections suggest a continued
pattern of decline. This has forced administrators to make difficult decisions on reducing or even
eliminating funding to certain programs. Ultimately, all programs within the university’s
portfolio are affected. At the same time that the university is experiencing decreased funding, it
is also realizing an increase in the student population. In 2010, the University of Central Florida
secured its spot as the 2nd largest university in the country, based on registered students.
The ISC has been impacted on both ends of the spectrum. The program has realized reduced
funding for graduate scholarships which has a direct impact on recruitment efforts. Additionally,
funding is nonexistent for undergrad scholarships. These two facts render the ISC recruitment
package less than desirable when compared to other universities, even within the state of Florida.
On the staffing side, there are currently four key positions that remain unfilled and could
ultimately be eliminated. Understaffing causes increased workload for remaining workers and
can lead to inefficiencies and burnout.
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Trends and Events Statements (cont’d.)
SOCIAL
There are a variety of social factors that play a role in ISC, including cultural diversity,
demographics, population growth, location and safety.
ISC ensures that every international student has a positive, memorable UCF experience and has a
Cultural Program unit dedicated to this cause. The program activities include a welcome
reception, workshops, celebrations, sporting events, off campus excursions and culture nights
among others. There are also over twenty cultural/ethnic organizations on the university campus
that international students can take advantage of, including African, Chinese, Colombian, Indian,
Filipino, Hispanic, Italian Korean, Iranian, German and Taiwanese Student Organizations to
name a few.
The ISC staff is diverse both in age and culture, and are a very dedicated group of professionals.
Many come from international backgrounds or have spent time in other countries, and the team
speaks a total of 10 languages. This is a great asset to the ISC and the university community as
they genuinely understand their students and have a passion coupled with practical knowledge,
which makes them valuable to the department.
The University of Central Florida has become the second-largest university in the nation in
student enrollment. The U.S. News & World Report’s “America’s Best Colleges” guide named
UCF as a top 10 national university to watch. The magazine’s “Best Graduate Schools” guide
also ranked five UCF programs among the nation’s best in their fields. These statistics are a great
way to draw in international students and will help achieve the goal to build international
relations to increase UCF’s national and foreign visibility.
UCF is also socially appealing to international students and scholars for its location, as it one of
the top tourist destinations in the world, known for the major theme parks, like Disney World
and Universal Studios, beautiful sunny weather and clean environment.
With a population of over 56,000, safety is a natural concern for students, especially
international students coming to a new country. UCF has its own Police Department which
provides law enforcement services to the university community as well as several affiliated
housing communities near the campus. They are authorized to carry firearms and authorized to
make arrests on the property under the control of the University and patrol the campus, 24 hours
a day, 7 days a week, 365 days a year.
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Trends and Events Statements (cont’d.)
TECHNOLOGICAL
Technology is a rapidly changing phenomenon. What was considered cutting edge two months
ago is now passé in the world of technology. Keeping up with the latest and greatest advances in
the field of technology requires adequate staff and funding. In a world that has become
accustomed to instant access to information, maintaining that ability is not only preferred, it is
required.
Ironically, providing access to information can have a negative impact as well. While the ISC
has a robust and visible presence through their website, providing access to information on their
requirements and numerous services, the same can be said for their competitors. While this can
be a benefit to prospective students around the world who now realize increased competition for
their tuition dollars, universities struggle to identify opportunities unique to their institution that
may give them a competitive edge.
Technology can open up communication avenues that have been stifled by mandated restrictions.
When the federal government imposes travel restrictions on various countries, access to the
potential student population in those regions is hampered. With the use of technological
resources such as Skype, recruiters are able to continue outreach activities, although on a more
limited basis.
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S.W.O.C Analysis
The International Service Center has conducted an S.W.O.C. analysis; which is divided by
internal issues (strengths and weaknesses) and external issues (opportunities and threats) to
provide ISC a direction to identify what strategies can be developed in order to improve
performance while taking into consideration the center’s mission. An S.W.O.C. analysis will
benefit the organization in recognizing its capabilities, accomplishing its objectives, and continue
to provide excellent services.



Strengths
Office offers a variety of services
Knowledge and diversity of staff

Weakness





Staff is young and passionate





Great school statistics






State school with reasonable costs
Offers campus police






Size of the university





New staff-to-student mentoring program







Marketing brochure
Alumni network/newsletter
Being located in the Sunshine State







Well-known national programs



Loss of revenue
Department is decentralized from the
admissions process
UCF does not provide scholarship for
international undergraduate students
UCF does not offer any housing program or
assistance
Students are not aware of all services available
Center is housed in a remote location on
campus
Low percentage of international students
compared to other state schools
No school liaison for international students in
different campus
No student to student mentoring programs
Department is under-staffed
No UCF transportation available (other than
near the main campus)
Size of the school



Challenges
Department of State travel restriction oversees



Lack of revenue due to the economy



Other state universities offer undergrad
scholarships



Other universities offer better packages



Globalization and access to information
increase competitiveness
Cost of attendance
Competitiveness of student recruitment



Opportunities
Create a community college liaison for
international students
Advance in technological resources to enhance
the academic curriculum
Create opportunities for partnership with
universities located within travel restricted
countries
Partner with different industries to promote the
university
Create an international Alumni network




Adopt unique and innovative targeting efforts
Target marketing prospects
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Strategic Issues
Strategic issues refer to the questions and challenges that are fundamentally affecting the
International Services Center, with regard to its goals and objectives, core values, mandates,
mission, performance, students and scholars, faculty members, administrators, financing,
structures, and management. The intended objective in this phase of the strategic planning is
direct the organization’s efforts towards what is truly important; while prioritizing and
developing strategies that will help the organization succeed and fulfill its mission.

ISSUE 1:

HOW CAN ISC INCREASE THE NUMBER OF INTERNATIONAL STUDENTS
AMONG UCF’S STUDENTS POPULATION?

Although the University of Central Florida has the second largest student body in the nation, the
percentage of international students among UCF’s student population is very low compared to
other universities within Florida. UCF currently has 1,529 international student and scholars
(Trivedi, 2011) which equals approximately a percentage of about 3 percent of the total
population. According to the Institute of International Education, in their report named Open
Doors 2009/2010, Florida is one of the top ten U.S states hosting international students (Open
Doors, 2010); yet UCF is following behind three other universities within the state. Increasing
the number of international students is an issue since being inclusive and diverse is one of UCF’s
main goals and ISC is the primary department that promotes recruitment. Continuance of current
processes will diminish the changes to achieve such goals.

ISSUE 2:

HOW CAN ISC IMPROVE CURRENT SERVICES?

With the recent economic environment, there have been budget cuts in every department within
the university and ISC is facing some challenges due to lack of funding. However, the goal is to
continue to pursue the organization’s mission within the realm of the budget cuts that are
limiting the center’s resources and capabilities while finding ways to improve the current
services. Local UCF students have many services for their convenience that are out of reach for
international students. For example, by accessing the MyUCF portal, local students can
change/update their personal information, requests transcripts, pay accounts, and access many
services with a click of a button; however, these services are not available for the international
students who physically have to come into the office to accomplish the same things. International
students are also unable to use the Service Desk, as they do not have a Social Security number to
go through the phone/online answering process. These seemingly small but very important
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Strategic Issues (cont’d.)
services make a big difference to students. By enhancing the online services and making the
process more convenient and efficient, ISC can better serve their target population. Admissions,
advising, employment/ taxation, cultural programming, and recruitment are among the support
services the center provides and improving those services are extremely important in achieving
the center’s goals.

ISSUE 3:

HOW CAN ISC IMPROVE ITS MARKETING STRATEGIES AND INCREASE
COLLABORATION WITHIN UCF’S DEPARTMENTS?

The majority of potential international students begin their research for a foreign university
online. A better interactive and up-to-date website that is supported and promoted by other social
networking sites, and search engines would be an effective tool to market and attract more
students. Due to the decentralized administrative structure inside UCF, the final decision
regarding the admission of international students is the capacity of the admissions office. In so
many cases, the ISC loses prospective students who can afford the living expenses and the tuition
because the admissions’ office rejects their applications for academic reasons. Since the
recruitment and admissions of international students can take many steps, involving different
departments within the university would be more beneficial and it is in the interest of IS to focus
on educating as many departments as possible about the importance of this issue, in order to gain
their help and support throughout the process of recruitment and admission. The issue is relevant
because miscommunication among departments can delay or even diminish the chances for the
center’s success and its vision of being the leading authority in providing exceptional and
innovative services at the center. The collaboration of different actors within the university will
increase the center’s visibility and it will also promote awareness.
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Goals, Objectives, Strategies, and Performance Indicators
The following goals were identified as fundamental to fulfilling the International Service Center
mission, vision, and addressing the identified strategic issues. In order to determine if the
organization is getting where it planned is imperative to measure performance. Performance
measures can improve management processes and practices, improve quality and efficiency,
ensure accountability, communicate results, and justify budget. Performance can be measured by
input, output, outcome, efficiency, and quality.

Strategic Issue 1: Increase the number of international students among UCF’s population
Goal 1: Increase the number of international students by 3%


Objective 1: Increase university revenue which will have a direct impact on ISC



Strategy 1: Offer an international program that stands out on promoting the university



Strategy 2: Provide customer-centered environment focusing in relationship building

Goal 2: Identify what is needed from senior management to lay the groundwork to increase
enrollment


Objective 2: Partner with senior management to gain information and statistics on courses
that are most sought after by international students



Strategy 1: Gather statistics from management to determine the current, past, and
potential international students at UCF to better develop student packages when
recruiting abroad

Goal 3: Identify representatives of partner offices/departments and establish a planning
committee to assist ISC implementing its goals


Objective 3: Create a partnership to better understand the needs and capabilities of ISC



Strategy 1: Partner with the Admission’s Offices, College of Graduate Admissions, UCF
Alumni Association, and others



Strategy 2: Define the types of international students to be recruited and set goals (fields
of study, targeted countries, targeted foreign schools, graduate/undergraduate, degree
seeking, non-degree seeking, etc.)

Indicator: Input – Measure by analyzing the number of international students enrolled in
previous years compared to current year
Indicator: Output – How does the forecasted number of international students compare to the
actual number of students?
Indicator: Efficiency – What are the changes of the enrollment statistics from previous year
compared to the current year?
-15-

Goals, Objectives, Strategies, and Performance Indicators (cont’d.)
Strategic Issue 2: Develop current services
Goal 1: To improve current services for the International population.


Objective 1: Work with the I.T. department to enhance online services currently not
available to students



Strategy 1: Add forms and other interactive features so students can download forms, as
well as log in remotely to change/update their information

Goal 2: To help integrate international students into the local university community.


Objective 2: To provide international students with a network to rely on.



Strategy 1: Create a mentoring program to assist international students throughout their
first year

Goal 3: Offer a more comprehensive service to students


Objective 3: Ensure international students have a good learning experience



Strategy 1: Create more workshops and activities for international students

Goal 4: Develop a plan for fundraising to create scholarships for international students


Objective 4: Create budget and revenue projections and goals



Strategy 1: Develop realistic financial programs and assistance

Goal 5: Solicit assistance from student organizations


Objective 5: Students to manage planning and development needs



Strategy 1: Create a student assistance program to help in decreasing the workload of
current employees

Indicator: Output – Has UCF been receiving more inquiries from international students?
Indicator: Efficiency – Have we increased the diversity of the university?
Indicator: Outcome – Has UCF built a report with various international universities/colleges?
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Goals, Objectives, Strategies, and Performance Indicators (cont’d.)
Strategic Issue 3: Improve marketing strategies and increase collaboration within UCF
Goal 1: Develop new methods to reach students


Objective 1: Increase visibility by electronic communication



Strategy 1: Create an outreach program for students



Strategy 2: Promote a forum for discussions among international students, noninternational students and the International Service Center

Goal 2: Increase visibility within UCF’s faculty


Objective 2: Enhance the awareness and understanding of international programs,
activities, issues, etc. on campus



Strategy 1: Create workshops and other activities to promote ISC support services

Goal 3: Increase visibility with UCF’s prospective students


Objective 3: Enhance awareness of the services offered by ISC



Strategy 1: Create web based marketing

Goal 4: Increase communication and collaboration with other schools and colleges in Florida


Objective 4: Partner with Universities and Colleges in Florida willing to help advertise
UCF’s international program



Strategy 1: Identifying and communicate with potential school partners (i.e., Valencia
Community College, etc.)

Goal 5: Build partnerships with resorts and theme parks in Central Florida


Objective 5: Contact and work in collaboration with various well known organizations in
Central Florida such as Disney and Universal



Strategy 1: Have these organizations advertise the ISC program though brochures, signs,
and verbally

Goal 6: Educate various departments within UCF


Objective 6: Increase on campus awareness of the International Services center



Strategy 1: Speak with various departments about ISC



Strategy 2: Have a booth promoting ISC at various functions on UCF’s campus
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Goals, Objectives, Strategies, and Performance Indicators (cont’d.)
Strategic Issue 3: (cont'd.)
Indication: Input – Has marketing assisted in increasing the amount of international students at
UCF?
Has the awareness of the ISC increased on campus?
Indication: Quality – Has the notoriety of UCF increased on different markets?
Indication: Efficiency – Have any of these goals been successfully implemented?
Has ISC implemented the goals mentioned?
Indicator: Outcome – Has the ISC reached out to all departments at UCF
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Implementation Plan
Implementation processes will bring life to strategies and create more tangible value for the
organization (or community) and its stakeholders as mandates are then met and the mission
fulfilled (Bryson, 2004, p. 238). This implementation plan includes a listing of actions,
indicators, objectives, and schedules that are necessary to achieve the International Services
Centers goals. Allocating responsibilities to different levels of personnel will increase the plans
effectiveness and it will enhance the commitment of key players ensuring legitimacy while
expanding the organizations capacities to manage the strategies.
Strategy

Actions

Indicators

Responsibility

Target Dates

Strategic Issue 1: Increase the number of international students among UCF’s population
Goal 1: Increase the number of international students by 3%
Objective 1: Increase university revenue
Offer an International
Program that Stands Out
Promoting the
University

Task Force

Report
Analysis

Cultural Program
Director

Recurring

Provide CustomerCentered Environment
Focusing in
Relationship Building

Create
Feedback
Card

Feedback
Results

ISC Staff

Recurring

Goal 2: Identify what is needed from senior management to lay the groundwork to increase
enrollment
Objective 2: Partner with senior management to gain information and statistics on courses that
are most sought out by students
Gather Statistics from
Management to
Determine Current, Past
and Potential
International Students at
UCF to Better Develop
Student Packages When
Recruiting Abroad

Survey

Survey Results
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Assistant Director One per
Semester

Implementation Plan (cont’d.)
Strategy

Actions

Indicators

Responsibility

Target Dates

Strategic Issue 1: (cont'd.)
Goal 3: Identify representatives of partner offices/departments and establish a planning
committee to assist ISC in implementing its goals
Objective 3: Create a partnership to better understand the needs and capabilities of ISC
Partner with the
Admission’s Offices,
College of Graduate
Studies, UCF Alumni
Association, and Others

Staff
Recruitment

Increased
Participation of
Departments

International
Recruiter and
Coordinator

2 per Year/
Recurring

Define the Types of
International Students to
be Recruited and Set
Goals (Fields of Study,
Targeted Countries,
Targeted Foreign
Schools,
Graduate/Undergraduate,
Degree Seeking, NonDegree Seeking, etc.)

Report to
Review
Current
Numbers

Report Results

ISC Staff and
UCF’s Colleges

One per
Semester
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Implementation Plan (cont’d.)
Strategy

Actions

Indicators

Responsibility

Target Dates

Strategic Issue 2: Develop current services
Goal 1: To improve current services to increase the international population
Objective 1: Work with I.T. department to enhance online services currently not available to
students
Add Forms and
Other Interactive
Features so
Students Can
Download Forms
as Well as Log In
Remotely to
Change/Update
Their
Information

Partner with
I.T. to Upgrade
Online Services

Increased Web
Based Interaction

Graphic Designer,
and I.T.

May 2012

Goal 2: To help integrate international students into the local university community
Objective 2: To provide international students with a network to rely on
Create a
Mentoring
Program to
Assist
International
Students
Throughout the
Their First Year

Partner with
Student
Organizations

Decreased
Workload of ISC
Employees

Program Assistant

May 2012

Better
Relation/Assistance
Student to Student

Goal 3: Offer a more comprehensive service to students
Objective 3: Ensure international students have a good learning experience
Create More
Workshops and
Activities for
International
Students

Train in
Multiple Areas
of ISC

Ability to Keep
Current Staff and
Reduce Hiring
Needs
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Cultural Director
and Program
Assistant

Recurring

Implementation Plan (cont’d.)
Strategy

Actions

Indicators

Responsibility

Target Dates

Strategic Issue 2: (cont'd.)
Goal 4: Develop a plan for fundraising to create scholarships for international students
Objective 2: Create budget and revenue projections and goals
Develop Realistic
Financial
Programs and
Assistance

Expand
Partners and
Staff
Committee

A Developed
Fundraising Plan

Assistant Director

May 2013

Goal 5: Recruit assistance from student organizations
Objective 5: Students to manage planning and development needs
Create an
Assistance
Program to Help
in Deceasing the
Workload of
Current
Employees

Partner with
Volunteers
Within UCF

Increased Number
of Services
Provided by Center
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Program Assistant

May 2012

Implementation Plan (cont’d.)
Strategy

Actions

Indicators

Responsibility

Target Dates

Strategic Issue 3: Enhance marketing strategies and increase collaboration within UCF
Goal 1: Develop new methods to reach prospective students
Objective 1: Increase visibility by electronic communication
Promote Forum for
Discussions for
International
Students, NonInternational
Students, and the
International Services
Center

Task Force

Attendance at
Forum

Cultural Program
Director and
Program Assistant

Recurring

Goal 2: Increase visibility within UCF’s faculty
Objective 2: Enhance the awareness and understanding of international programs, activities,
issues, etc on campus
Create More
Workshops and
Activities to Promote
ICS Support Services

Partner with
Faculty and
Staff

Increased
Amount of
Participants
Attending
Events

Cultural Program
Director and
Program Assistant

Two per
Semester

Goal 3: Increase visibility within UCF’s prospective students
Objective 3: Enhance awareness of the services offered by ISC
Create Web-Based
Marketing

Partner with
I.T.

Analyze Web
Based Viewing
Numbers
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Graphic Designer
and I.T.

May 2012

Implementation Plan (cont’d.)
Strategy

Actions

Indicators

Responsibility

Target Dates

Strategic Issue 3: (cont'd.)
Goal 4: Increase communication and collaboration with other schools and colleges in Florida
Objective 4: Partner with Universities and Colleges in Florida willing to help advertise UCF’s
international program
Identify and
communicate with
potential school
partners
(i.e., Valencia
community college,
etc.)

Expand
partners

Increased
number of
partners by 5%

Cultural Program
Director

Two per Year

Goal 5: Build partnerships with resorts and theme parts in Central Florida
Objective 5: Contact and work in collaboration with various well known organizations in
Central Florida such and Disney and Universal
Have these
organizations
advertise the ISC
program through
brochures, signs, and
verbally

Expand
partners

Increased
number of
inquiries

International
Recruiter and
Coordinator

Two per Year/
Recurring

Goal 6: Educate various departments within UCF
Objective 6: Increase on campus awareness of the International Services Center
Speak with various
departments about
ISC

Meeting with
departments to
speak about
ISC

Survey from
departments

Cultural Program
Director

May 2012

Have a booth
promoting ISC at
various functions on
UCF’s campus

Partner with
event
coordinators

Attendance
report

International
Recruiter and
Coordinator

Three per
Year
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Vision Statement
The International Services Center is one of the agencies embedded within the college of graduate
studies of the University of Central Florida. Its main roles are the enlargement of the
international community of students and scholars, and the support and advocacy for the enrolled
international students in the university. The three years plan envisions increasing the
international student population to an acceptable par that matches the university’s size through
better marketing strategies, collaboration between the multiple departments involved with
admission of international students, and better usage to the limited available resources.

The International Services Center (ISC) will be nationally
recognized as a leading authority in providing exceptional and
innovative services to the international population and university
community. ISC will strive to contribute to the university’s vision of
achieving international prominence.
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Plan Revision and Evaluation
The strategic plan is a living document and will require constant reassessing and revising to cater
to the ever-changing environment. The evaluation plan compares the actual implementation
impacts against the strategic plans, in order to see the success rate of the program. Evaluation
plans helps to make decisions on programs and services based on the indicators, that are set up to
provide constant feedback. Evaluation is always a political process and all parties must accept
the purposes for the evaluation to be successful. ISC will use both the formative and summative
methods to evaluate the plan.

FORMATIVE
Formative Evaluation is a bit more complex than summative evaluation. It is usually an internal
evaluation conducted by staff. Formative evaluation is a continual and constant process of
gaining feedback during the implementation or development of a program. This allows for quick
feedback and techniques on how to deal with problems encountered.
The International Services Center will perform formative evaluation through two main ways.
First, a committee including leadership and staff will be made. This committee will meet once a
month to review and discuss the evaluation plan and progress and make recommendations for
improvement. Every quarter a report will be made and presented to stakeholders. Second, an
external evaluator from the University community will be present to monitor the process, engage
with staff members and view implementation plans in order to come up with an unbiased report
of findings.

SUMMATIVE
Summative evaluation is typically quantitative, using numeric scores and provides information
on the product or services efficacy. As implementation plans are completed, ISC will evaluate
the results and make a summary of the progress from surveys, attendance counts, communication
reports.
Survey Results – Surveys will be used to gain feedback from the UCF staff, faculty and students
before and after ISC’s marketing campaign to track the progress of initiatives. International
students will also fill out surveys to rate their experience and quality of service from the
department. Results will be tracked by the Program Assistant and evaluated by the Assistant
Director.
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Plan Revision and Evaluation (cont’d.)
SUMMATIVE (cont’d.)
Website Tracking – The ISC website will be tracked by the I.T. department to notice any
changes in traffic to the webpage and use of services.
Attendance Results – Attendance will be taken at all workshops and events held by ISC and
tracked for the year and compared to previous years.
Student Data Interpretation – The University has an extensive student database containing
assorted information. ISC can access information particularly for the international community
and track and interpret the changes in international student enrollment as well as prospective
students request for information. The Assistant Director will pull reports and interpret them in a
report to provide to stakeholders.
Communication Report – An annual report will be provided to evaluate how ISC
communicates and interacts with other departments on campus as well as external organizations
and partners. The report will provide recommendations for improvement on gaining more
visibility.
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Executive Summary
The International Student Center (ISC) exists to support the University of Central Florida goals
of increasing diversity among its student base. The ISC has direct ties to three of the goals
outlined in the University of Central Florida Strategic Plan: (1) achieve international prominence
in key programs of graduate study and research; (2) provide international focus to our curricula
and research programs; and (3) become more inclusive and diverse (UCF Strategic Planning:
Key Elements). This document will provide long-term direction to guide to allow the ISC to
achieve these goals.
This planning process included a thorough review of the ISC procedures to gain an
understanding of their entire operation as well as the legal requirements they must adhere to.
Additionally several independent analyses were conducted including stakeholder, SWOC and
PEST analysis which resulted in the identification of four strategic issues that collectively will
allow the ISC to realize the aforementioned goals of the University.



Strategic Issue 1: Increase the number of international students among UCF’s population



Strategic Issue 2: Develop current services



Strategic Issue 3: Improve marketing strategies and increase collaboration within UCF.

This plan identifies specific goals, objectives and strategies that have been formulated to allow
the ISC to achieve each of the aforementioned strategic issues. While this plan strives to identify
the current issues of priority, it is important to acknowledge that changes in the environment are
likely to occur which will require adaptation through plan modification as necessary. This can
only be accomplished through strong commitment from administrators and staff to monitor the
progress of plan implementation and adopt appropriate revisions as the need arises.
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1d. Produce Consensus Among Diverse Stakeholders
Title of Evidence: The Community Emergency Response Team Program
Within the Orange County Office of Emergency Management

Assignment from PAD 6700 Research Methods in Public Administration
Self-Assessment Score:

4

Instructor Assessment Score:

Criteria Met: Can not only illustrate the drivers of collaboration or conflict in
specific contexts and cases, but can also prescribe solutions for conflict and/or
avenues to foster deeper collaboration.

Competency Grading Rubric for
1d. Produce Consensus Among Diverse Stakeholders

Written Reflection
1d. Produce Consensus Among Diverse Stakeholders

The selected research paper that follows meets the National Association of Schools of
Public Affairs Administration (NASPAA) core competency requirement of being able to ‘lead and
manage in public governance’ and its sub-competency of ‘produce consensus among diverse
stakeholders’, as it demonstrates the ability to collaborate and facilitate consensus building among
various stakeholders.
The Orange County Office of Emergency Management (OOCEM) provides services
assistance throughout approximately 1,000 square miles of land, to over 1.1 million citizens who
reside within Orange County. Providing the necessary support to serve the residents and visitors
of Orange County requires a vast network of volunteers who serve in the Community Emergency
Response Team (CERT). The OOCEM engaged with the University of Central Florida to
determine the effectiveness of the CERT program as it currently exists.
Achieving consensus among diverse stakeholders can perhaps be more easily
accomplished in a face-to-face setting, utilizing such facilitation tools as mind mapping, flowcharting, decision trees and focused conversation. In the case of the OOCEM, stakeholders were
geographically scattered, which made it extremely difficult to facilitate in a face-to-face
environment. The strategy our group employed in this situation involved developing relevant
survey questions designed to gather data to identify where commonality exists among respondents.
Additionally, my participation in the strategic planning process with both the Central
Florida Chapter of NIGP and the Florida Association of Public Purchasing Officers helped to
strengthen my skills in facilitating among diverse stakeholders in an effort to gain consensus. As

my previous writing reflection identified, both associations serve a large number of government
agencies, including municipalities, counties, school boards, special authorities and higher
education.

Both of these strategic planning efforts were accomplished during face-to-face

meetings utilizing flow charting to address issues such as membership growth and retention, as
well as educational and sponsorship programs.
In my current position as Administrator for the Procurement Division of Orange County, I
am charged with facilitating procurement committee meetings during the Request for Proposal
evaluation process. The goal of the process is for committee members to convene in a publicly
noticed and recorded meeting to evaluate, discuss and attempt to gain consensus throughout the
scoring process. The committee is comprised of representatives from different departments who
bring their own unique perspective to the evaluation process. This can include a member of the
County Commission, as well as representatives from County Administration, the user department
and division, as well as the Business Development Division. As part of my opening instructions
to the procurement committee, I ask each member to be flexible in their scoring, as they may be
exposed to additional information during the meeting (such as results of reference checks) that
they did not have access to previously. I also remind them that we will attempt to reach consensus
within each of the criteria to be scored. Even though these committee members represent varying
departments and positions, it is fairly common that we are able to reach consensus on the majority
of the criteria.

THE COMMUNITY EMERGENCY RESPONSE TEAM (CERT) PROGRAM WITHIN ORANGE COUNTY OFFICE OF
EMERGENCY MANAGEMENT

The Community Emergency Response Team (CERT) Program Within the
Orange County Office of Emergency Management

Prepared by:
Andrew Maratta
Carrie Woodell
Ciara Douse
Michael Vincent

University of Central Florida
PAD 6700: Research Methods I
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Introduction
There is virtually no part of the United States that is exempt from experiencing and
responding to natural disasters or emergencies. Administrators across the country realize the
value of engaging their respective citizenry in their planning efforts. Community participation
not only aids in securing support for planning initiatives, it also allows for comprehensive
training of citizens who could potentially be impacted by an incident.
In the United States, the origin of creating community programs to respond during times
of disaster can be traced back to the City of Los Angeles Fire Department (About CERT). In
1985 they became the first agency to adopt a Community Emergency Response Team (CERT),
which served as the model when the national program was conceived. Today, over 3,200 teams
exist throughout the country to support communities during times of disaster (Flint and
Stevenson, 2010). This study will focus on the effectiveness of one CERT located in Central
Florida.
Orange County is an urban county in Central Florida that is home to approximately
1,169,107 people, as of the 2011 Census (State and County QuickFacts). The Orange County
Office of Emergency Management (OCOEM) mission is to provide a resilient emergency
management structure dedicated to provide for the safety and welfare of the public through the
preservation of life and property.
For over a decade, the Orange County Office of Emergency Management has been
investing in the Community Emergency Response Team (CERT) program.

The question

regarding this program is: (1) Does the CERT program reduce damage impact in communities
that utilize CERT? We will evaluate the effectiveness of the program.
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A local Emergency Management agency’s funding is heavily supported by grants that are
highly competitive by the Florida Division of Emergency Management. It is imperative to fund
the CERT projects in communities that will have the greatest impact on Orange County as a
whole.
Literature Review
Despite the amount of tropical storm and hurricane activity that has plagued the state of
Florida over the last decade, there is still a great need for community education and involvement
in preparedness activities. By organizing local volunteers into a formal Community Emergency
Response Team (CERT), public administrators and emergency managers can supplement their
efforts to promote awareness for preparedness throughout their region.
Kapucu (2008) utilized survey and interview methods to examine the importance of
community collaboration in emergency management planning and understand how effectively
engaging the citizens can impact their preparedness efforts. He found that during the very active
2004 hurricane season, both community awareness and responsiveness increased. The study
identified a level of increased complacency as the season progressed. Kapucu suggests that
public managers should strategize on how to effectively educate the public, at the beginning of
storm season, on the dangers of tropical storms and hurricanes and promote the necessity of
personal preparedness activities.
Miehl (2011) studied emergency management planning strategies that result in effective
collaboration between professionals and volunteers that respond during an emergency. Miehl
reviewed two case studies, associated with the Erie County (PA) Local Emergency Planning
Committee, to gain an understanding of how community leaders are engaging responders at all
levels in their emergency response planning efforts. The case studies were divided into two
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separate components; one focused on a tabletop exercise with first responders and local areas
officials, and representatives from surrounding hospitals; the other targeted the core of local
volunteers throughout seven communities. Collectively, the exercises resulted in the
identification of nineteen separate tasks that community leaders may address to realize a more
effective planning strategy for their community and partners.
Approaches to establishing CERT programs and what functions they will fulfill can vary
by state. Flint and Stevenson (2010) conducted interviews and telephone surveys to identify the
numerous roles CERT members fulfill in times of disaster, and how they differ between a rural
and urban region. Their research focused on the state of Illinois, where they were successful in
identifying a total of forty-five CERT teams.
Their study identified four roles that CERT members in Illinois fulfill: emergency
responder, educators to the general public, providing services to enhance community well-being,
and creating community ties and fostering a sense of local independence. Additionally, they
determined that the function of urban CERTs differed significantly from their rural counterparts.
Urban teams described their function as more of a supporting role to emergency responders,
primarily due to the large number of resources within their geographic area. Rural teams
described their function as a primary role, sometimes serving as the emergency responder, due to
limited resources and infrastructure at their disposal.
Formation of a CERT requires support from multiple levels, including local
administrators, the volunteer community, and CERT trainers. Connolly (2012) identified four
key components necessary to create a CERT: designate a resource coordinator, someone to
“champion” the proposal to decision makers; logistics, establishing a training program,
recruitment of volunteers and promoting the program; training, formal training of volunteers and
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adoption of a recurring meeting schedule; and evaluation, to determine the effectiveness of the
program and identify opportunities for future growth.
Poulin (2009) identified models in which minor emergencies that CERT teams are able to
handle independently with proper training and reiterates that emergency planning is a continuing
process. One such model is Regional Response-Management, which is good organization of
CERT Teams within the county. This model produces goals focusing on strategies to help
citizens until first responders arrive.

Additionally, the model stresses implementation of a

continuous training, which is vital to a disaster resistant community.
Henstra (2010) described CERT Teams as a valuable resource with the ability to
communicate efforts in the field by staying in contact with the local county Emergency
Operations Center (EOC) on real time intelligence.
Planning Principles (2008) emphasized that communication structure is vital to daily
briefings when a disaster is either probable or extremely likely to strike an area where CERT
teams are present. Broz. et. al (2009) discussed the importance of having low staff turnover
attending the briefings, and proper use of two-way radios during stressful emergencies to inform
team members of how to communicate to their neighbors.
Of the six counties the encompass Central Florida, all currently manage a CERT
program, with the exception being Seminole County who lost program funding. We recommend
implementation of an annual joint CERT training program among the participating counties.
Methodology
A posttest control group design will be used in this experiment. Orange County Office of
Emergency Management (OCOEM) developed a new program, CERT, which permits residents
to partake in emergency response team to educate them on proper disaster training. Some use it
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and others do not. This design was chosen because it determines if the CERT program is
underperforming or not. Furthermore, information of the residents opinions on emergency
management in their communities was unavailable, thus a pretest was unnecessary. Components
that make up this design are the target or experimental and control groups. The target group is
considered CERT members and the control group is the nonmembers. The design’s diagram is as
follows: Target group: PO1 and control group: O2. This design was chosen because it determines
the difference in relationships between two parties, CERT members and nonmembers.
There are a few pros identified in conducting a posttest control group design. Planning
for emergencies is an on-going process and conditions, such as hazard problems, change
periodically (Planning Principles, 2008). Therefore, not using random selection allows OCOEM
to investigate unstable relationships between groups (i.e. members vs. nonmembers). Lastly,
emergency management plans are supported by grant funding and posttest control group are less
expensive designs used to evaluate a program’s effectiveness.
How residents felt about emergency management in their communities before CERT
started was unavailable, thus a pretest was unnecessary. However, this was a con identified absence of a pretest. This process may become challenging because it denies OCOEM facts of
knowing if the impact of damages done in communities improved or not before the CERT was
implemented.
Based on the secondary data obtained from OCOEM, a time series is another design that
can be used to answer the evaluation questions mentioned in the introduction. This study will
depict if CERT members and nonmembers feel as though the CERT program is effective or not
within one year. If the CERT members’ feedback on the program’s performance is higher than
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nonmembers, then OCOEM may have evidence that members’ preparedness during a disaster is
improved by the CERT program.
An explanatory design explains OCOEM‘s direction in guiding this experiment. The
purpose of this study is to measure the effectiveness of CERT program. As for the time
dimension, a cross section design will be used to measure changes in all variables (i.e.
experimental and control groups) or their thoughts on whether or not the damage done in
communities that uses CERT is improved with the implementation of this program.
Measurement
Based on research findings, thus far, the hypothesis identified in this research is “The
CERT program reduced the property damage of participating communities compared to
nonmembers’. The independent variable is the CERT program and the dependent variable is the
damage or impact caused by emergency disasters. The unit of analysis is identified as
‘communities within Orange County that utilizes CERT programs’.
Major control variables that can be measured are gated communities, those that have
CERT teams versus no CERT teams within gated communities, property value damage of
subdivisions with CERT teams versus no CERT teams, property damage might be minimized via
the firsthand knowledge of proper mitigation and preventive techniques that are effective such as
using tape to protect windows that a citizen may do on their own as a quick fix, which is
unfortunately still common. Another control variable is the population density within each
subdivision within a CERT versus a subdivision without a CERT team. Each CERT team size is
different within a subdivision due to density sizes of that neighborhood. To add, factors that may
affect property damages are the age of buildings. Furthermore, additional control variables may
be preventive actions

7

THE COMMUNITY EMERGENCY RESPONSE TEAM (CERT) PROGRAM WITHIN THE ORANGE COUNTY OF
EMERGENCY MANAGEMENT

Each method would be performed with a five point nominal scale on a service
satisfaction basis: 1= poor, 2 = fair, 3 = average, 4 = better, 5 = superb. A special note to gated
communities is that if there is no CERT team and the gates are closed (no access for first
responders to have cleanup debris opportunities) is that the Federal Emergency Management
Agency (FEMA) will not reimburse any money back to the local emergency management agency
that it assisted upon in that community. Even though Orange County land areas can be measured
in terms of a demand for CERT team if a local neighborhood or town is to volunteer, but must be
done so very carefully.
Other major cities within the county besides Orlando are: Apopka, Bay Lake, Belle Isle,
Edgewood, Maitland, Ocoee, Reedy Creek District (Walt Disney World Area) Winter Garden,
and Winter Park. As a result, these respective cities might be trying to create CERT programs;
this alone would affect data collection and results that is strictly for unincorporated Orange
County Florida.
Data Collection Plan
Our data collection plan will consist of the use of secondary data provided by OCOEM
on the CERT programs in Orange County. This data will focus on where the CERT team is
located, what type of community do they serve (i.e. commercial, gated-community,
urban/suburban/rural area), and if the CERT team is considered the primary responders or
secondary/support responders. We will also identify similar communities that don’t have an
active CERT team that will be considered our control group. Data is readily available through the
Orange County Sheriff’s Office for emergency and non-emergency calls received during a period
of natural disasters. Our study will focus on the effectiveness of the CERT team in certain
communities by tracking Computer Automated Dispatch (CAD) information for specific types of
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calls during a disaster. Secondary data will be pulled based on specific call types (i.e. power lines
down, roadway obstructions, flooding, trees down, structural damage, etc.) and will be compared
with each other to determine if communities with an active CERT team reduces the number or
outside resources needed compared to communities without a CERT team. Furthermore, there
are 42 teams in Orange County; therefore, this study will handle 42 communities with a CERT
team and a comparable number of communities that did not have a CERT team.
Utilizing this data from OCOEM will remove any sampling bias that may occur as a
result of any additional data this study would add. A weakness associated with using secondary
data is that if the data is inaccurate the outcome of the study would be unreliable and not able to
withstand a peer-review. Another weakness with using secondary data is that no two
communities are exactly the same and their needs may be different.
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CERT Subdivision/Team Name
Wedgefield Reserve
Seaworld
UCF Physical Plant Teams (5)
Holyland Experience
Siemens
Tangelo Park
Silver Bend
Ismailia***
Hunters Creek
Freedom High School Teen CERT**
ACP
Hispanic Health
Ocoee Oaks Teams (2)***
Point Orlando
First Congrational ***
Fairways
AMCOR
Apopka Seventh Day Adventists ***
Steel Contruction
Auto Auctions
Orlo Vista
FullSail
Holden Heights
Deer Island
Altamonte Orange
Lila Mitchell Community Center
Primera Iglesia de Cristo***
ADA Board
Nicaraguan Assoication
Plantation Estates
SunCrest Villas
Avalon Park
Cresent Club
Darden Resturants
Total Teams = 41

Gated Community?
Yes#
Yes*
No
Yes*
No
No
No
No
No
No
No
No
No
No
No
No
No
No
No
No
No
No
No
Yes#
No
No
No
No
No
No
No
No
No
No
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Special Notes
*Theme Parks Must notify FEMA for reimbursement since they are Privateized/Non for profit
** Teen CERT = Brand new program
*** Religious Based CERT Teams
# Must have gates open for FEMA debris pickups to be allowed 24/7 after a diaster or own the community will not
(#) = Number of Teams within Organization/Subdivision

http://thereserveatwedgefield.com/modules.php?name=Content_Public&pa=showpage&
pid=2 = gated
http://www.hunterscreek.net/Community-Emergency-Response-Team%28CERT%29~140421~14540.htm = cert data
http://deerislandfl.org/ = gated

Orange County
Program Name
Orange County CERT
Teams Breakout
City of Orlando
Teams Breakout

Program Contact
Cherie Boyce

Phone #
407-836-9097
Team Name

Vicki Robles

407-246-3128
Team Name

Email:
Cherie.Boyce@ocfl.net

#of Offered Trainings in 2011
1
Geographic Area Covered
vicki@cityororlando.net
0
Geographic Area Covered

#Team
42

Email:
#of Offered Trainings in 2011
Cherie.Boyce@ocfl.net
1
Five Subdivisions of Hunters Creek, FL 32832
Windermere, FL 34786

#Team
42

9

#of Trained 2011
10
#of Members
0
#of Members

#Cum. Trained
978
Program Active #
2645
Program Active #

Total Active #

#of Trained 2011
10
55
16
21
26
18
18
25
23
18
26
21
18
31
27
19
21
13
11
16
48
11
16
21
31
15
15
15
14
18
16
18
21
30
20
15
30
33
17
17
17
28
19
#of Members
0
#of Members

#Cum. Trained
978

Total Active #

1883

Orange County
Program Name
Orange County CERT

Population, 2010 U.S. Census Bureau
Estimate:
1,145,956
31.62
Per 10,000 people Trained in Basic CERT

Program Contact
Phone #
Cherie Boyce
407-836-9097
Hunters Creek
Latter Day Saints
Orange County Internal Operations
Full Sail University
Manheim Auto Aution
Concord-Star, LLC
Holyland Experience Theme Park
Seaworld
Manheim Auto Aution Team Two
Rosen Centre Hotel
Shia Imani Ismail Center
Concord-Star, LLC Team Two
Centurion Battalion Cadets
St Andrews Trinity School
Holden Heights
Gulfstream Harbor
SunCrest Villas Phase 1
Oracle
Fairways Country Club
St. John Vianney School
ACP
Fullsail Team Two
Little Lake Barton Shores
Ocoee Oaks United Methodist Church
Crescent Club & Holden Heights 2
Crescent Club & Holden Heights 3
Darden Resturants
Seimens LLC
University of Central Fl Facilities 1
University of Central Fl Facilities 2
Nicaraguan Association
Lila Mitchell Community Center
Hunters Creek Life Church
University of Central Fl Team 3
Steel Construction
Orlo Vista United Safe Neighborhood
First Congregational Church
Ocoee Oaks United Methodist Church Team 2

Teams Breakout
City of Orlando
Teams Breakout

Primera Iglesia Cristiana Disciplulos
Almonte Orange
Ocoee Silverbend Apts
Holyland Team 2
Team Name
Vicki Robles
407-246-3128
Team Name

Orange Cnty Human Resources & Information Services

Winter Park, 327972
Winer Park, Fl
Winer Park, Fl
Orlando, Fl 32801
Orlando, Fl 32822
Winer Park, Fl
International Dr, Orlando, Fl 32836
Vineland-Apopka, Orlando Fl
Winer Park, Fl
Orlando, Fl
Aloma, Orlando, Fl 32817
Orlando, Fl 32803
Goldenrod, Orlando, Fl 32815
Orlando, Fl 32817
Orlando, Fl
Orlando, Fl 32814
Orlando, Fl 32806
Orlando, Fl
Winter Park, Fl 32792
Orlando, Fl
Ocoee, Fl
Orlando, Fl
Orlando, Fl
Orlando, Fl
Orlando, Fl
Orlando, Fl 32817
Orlando, Fl 32817
Orlando, Fl
Orlando, Fl
Orlando, Fl
Orlando, Fl 32817
Orlando, Fl 32802
Orlando, Fl 32804
Winter Park, Fl 32790
Ocoee, Fl
Orlando, Fl
Orlando, Fl
Ocoee, Fl
Orlando, Fl 32800
Geographic Area Covered
vicki@cityororlando.net
0
Geographic Area Covered
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908

1883

Program Active #
2645
Program Active #

Competency 2: Ability to Participate in and
Contribute to Policy Process

Skill or Knowledge Capacity Evidence Included

2a. Collect and Analyze Policy Data Using Different Methodologies
2c. Critique the Political, Legal, Economic, Institutional, and Social Background
and Operation of Public Administration in the Public Policy Process
2d. Design Policy Implementation Methodology

2a. Collect and Analyze Policy Data Using Different
Methodologies
Title of Evidence: Universal Healthcare Coverage Analysis

Assignment from PAD 6035 Public Administration in the Policy Process
Self-Assessment Score:

4

Instructor Assessment Score:

Criteria Met: Can employ sophisticated analytical techniques to render a policy
analysis or evaluation that provides new insights and actionable items for policy
makers.

Written Reflection
2a. Collect and Analyze Policy Data Using Different Methodologies

The selected research paper that follows meets the National Association of Schools of
Public Affairs Administration (NASPAA) core competency requirement of being able to
‘participate in and contribute to the policy process’ and its sub-competency of ‘collect and analyze
policy data using different methodologies’, as it demonstrates analysis of existing health care
programs at both domestically and abroad.
This group research was conducted in the fall of 2010 and sought to analyze various health
care plans already in existence and evaluate their effectiveness in terms of quality of service, cost
stabilization, percent of covered citizens and political acceptance. The analysis centered on the
State of Massachusetts, which mandated coverage for citizens and employers as of July 1, 2007;
England’s National Insurance program, which provides “free” healthcare coverage for its citizens;
Germany, which deducts 8% of the gross income of workers to contribute to the “sick fund”; and
Canada, whose healthcare program is shared between the federal and provincial governments,
providing reasonable access to medical needs on a prepaid basis.
In formulating this research paper, our group spent extensive time reviewing each of the
health care policies identified above to gain a complete understanding of the impacts each has had
on their respective constituencies. To quantify the effectiveness in terms of cost stabilization, we
had to understand the systems that were employed previously, and perform statistical analytics
against the current system. Gaining political acceptance for a new healthcare system can be a long
and arduous process. To understand the level of political approval required us to dig into the
proposed legislation and analyze the amount of support and dissention for each system.

Addition coursework has contributed to my level of knowledge related to employing
differing methodologies to collect and analyze policy data. Both courses of Research Methods
required use of surveys, data collection and analysis to substantiate project hypotheses to identify
if they should be accepted or rejected.
In my professional experience, I have conducted numerous surveys to gather data both
internally (customer satisfaction) and externally among my customers and peers. One such
example was directly related to the two year process I underwent at the City of Winter Park to
draft a completely new procurement policy and procedures manual. In discussion with the City
Manager, he determined that this would be the appropriate time to analyze the possibility of
increasing the procurement thresholds. The current thresholds mandated that formal solicitations
be processed for all requirements in excess of $25,000. The thresholds had been established at
least a decade earlier and had not been reviewed during that timeframe. Proposing an increase to
the procurement thresholds was going to require thorough analysis to understand the likelihood of
acceptance at the Commission level, as well as the impacts that would be realized from an
operational perspective. In 2009, I launched a survey to ten municipalities of similar size within
Central Florida to identify their procurement thresholds for each and how long they have been in
practice. I performed an additional study in early 2011 to the same ten municipalities to identify
if any changes had been implemented since my previous analysis had been conducted. The survey
results identified that about 50% of the municipalities surveyed shared the same formal solicitation
threshold that Winter Park did, while the other 50% had established a threshold of $50,000 or
higher. Armed with this data, I recommended to the City Manager that we make the case for
increasing the procurement thresholds as part of the new policy formulation and present our
findings to the City Commission for their consideration. On April 25 2011, I presented the City

of Winter Park Policy and Procedures Manual to the City Commission for their consideration. Part
of the presentation included an extensive summarization of all of the proposed operational
changes, a compilation of results from both surveys and action timeline that identified
collaboration with all city departments, city management, the city attorney and approval of the
Ethics Board. The City Commission approved the new policy in its entirety, including the increase
of procurement thresholds as proposed. The analysis presented was crucial to solidify their
approval for the threshold increase.

Healthcare Reform
Reforming the American healthcare provision system has been a national goal for generations.
Business, industry, civic organizations, healthcare providers, as well as the political class have
all placed particular emphasis on the issues of equity, cost, availability, and provision of care.
What we have ended up with as a country is a complex web of service, in which the government
plays a central role in healthcare. According to a February 2010 WSJ analysis of healthcare
spending public expenditures accounted for 47% of the $2.34 trillion of national health spending
in 2008. Furthermore, the Centers for Medicare and Medicaid Services estimates that the
proportion will rise to 50.4% by 2011 (Landers, 2010.)
Enter Obamacare
The Patient Protection and Affordable Care Act (PPACA), also known as Obamacare, passed
through the US Senate on December 24, 2009, by a vote of 60–39 with all Democrats and
Independents voting for, and all Republicans voting against. The PPACA passed the House on
March 21, 2010, by a vote of 219–212, with all 178 Republicans, as well as 34 Democrats voting
against the bill (House Clerk, 2010.)
A major difficulty in analyzing the PPACA is that the law will not be fully implemented until
2014, which means that there is no portion of the law we can analyze completely. It is fair to say
that the law cannot reasonably and objectively be analyzed because the cost of the law cannot be
accurately assumed, even with the best estimates provided by the Congressional Budget Office
(CBO). Also, at more than 2000 pages, the bill is tremendously difficult to dissect.
For our purposes here, we will quickly discuss the changes to existing healthcare that will have
impact upon the healthcare marketplace. One of the most compelling arguments for overhauling
the system was to begin to slow the pace of healthcare costs. Another factor, just as important to
the passage of the bill, was the promise of a more inclusive system, bolstered by a more stringent
range of protections for patients, highlighted by the following (Senate, 2010):
1. Insurers cannot deny coverage to children with pre-existing conditions
2. Insurers cannot impose arbitrary limits or caps on healthcare coverage
3. Insurers cannot arbitrarily cancel active healthcare policies without proving fraud

4. Insurers cannot deny health claims without giving policyholders the chance to appeal the
decision
Most observers agree these are steps in the right direction towards the creation of a more
equitable healthcare system here in the US. However, the question on the minds of most
Americans and interested observers is how will these measures affect costs?
According to the Congressional Budget Office estimates, the legislation will reduce the deficit by
$143 billion over the first decade and by $1.2 trillion in the second decade, as compared to
current legislation (CBO, 2010.) CBO further estimates the cost of the first decade at
$940 billion, $923 billion of which takes place during the final six years (2014–2019) when the
benefits kick in (CBO/Reid Letter, 2010.) This is a critical point that was made often during the
run up to the passage of the bill: how can you tax for ten years to merely provide six years of
benefit?
Admittedly, there were numerous voices that have screamed from the rooftops that simpler, more
cost effective fixes were available to policymakers. Creation of a national marketplace, where
location was irrelevant and state mandates would not impact the ability of the market to set costs
(similar to car insurance markets), to name one.
Restructuring state insurance mandates was another fix, which many claim could chop nearly
twenty percent from the annual cost of healthcare. According to a recent study, there are 2,156
mandates at the state level. The study completed by the CAHI believes the mandates increase the
cost of basic health coverage nearly 20% (Bunce and Wieski, 2010.)
Businesses Respond
As the Cato Institute astutely observes, “although it might be politically appealing to claim that
business will bear the new tax burden, nearly all economists see it quite differently. The amount
of compensation that a worker receives is a function of his or her productivity. The employer is
generally indifferent to the composition of that compensation: it can be in the form of wages,
benefits, or taxes. What really matters is the total cost of hiring that worker” (Tanner, 2009.)

Political Impact

As the voting suggests Obamacare was very difficult piece of legislation for Democratic
members of Congress, and was largely decided along party line votes. The law remains a
political nightmare as well as a policy struggle for the Obama Administration as it remains
unpopular nationally, and faces multiple legal challenges.
International Perspectives: Germany and UK
Almost a year ago, when Obama was elected into office there was a big debate about Healthcare
in the United States. Many people who live in the US do not have health insurance; either the copay is too high, or they can’t afford it. Some insurance companies will drop you if you happen to
have a chronic illness or they will raise your monthly payments just to stay on their insurance.
People who don’t have insurance sit in public hospitals just to be seen by a doctor, because tax
payers pay for their bill. Why can’t we be like England or Canada where everyone has free
healthcare?

England’s health care system is a national health care system that the citizens of England pay
into call “National Insurance.” This is a requirement or a type of tax that provides England with
healthcare. Overall 86% of prescriptions are provided free by the English healthcare (Goshen).
Healthcare varies in England, but where ever you go it is all free. In order to keep some of the
cost down England National Health Service rejects some drugs, meaning they will not pay for
costly drugs, or will pay on narrowly defined circumstances (Healthcare, 2010).

The FDA in the United States evaluates the drugs for safety and efficacy. They do not look at the
cost of the drug, so if it safe it will be made available to the public. England has a system called
NICE who consider all four factors into calculating how to approve a drug. After NICE it is sent
to the European FDA and back to NICE to negotiate the price with the suppliers. If the FDA in
the US looks at this type of evaluation for drugs, some of the cost of prescriptions will not high
for citizens. We as Americans try to please the social aspect of everyone, however much it cost
for an individual to have perfect health the US will do it. We all come together as one and look
at the total cost of Healthcare and narrow is down some of the drugs our system will be alright.

Germany has one of the world’s best healthcare systems. Very little tax money is goes into
Germany’s healthcare system. “There is usually little or no waits to get elective surgery or

diagnostic test, such as MRI’s” (NPR, 2008). Unlike the United States who pay premiums each
month from an insurance company, provided the employer. “All Germany workers pay about 8
percent of their gross income called a sick fund. Workers can choose up to 240 sick funds”
(NPR, 2008). Basically if your premium percentage of salary is low it is because your income is
low.
Germany has something called “solidarity”, where everyone is in it together no one should be
without healthcare. Even though the 8% is a lot out of your monthly income, it is worth it for the
service that everyone receives. One way healthcare could be reduced in the United States is to
have all hospital based doctors on salary. “That salary is part of the hospital budget and “sickness
fund” the 240 nonprofit insurance companies that cover nearly 9 out of 10 of employed
Germans” (NPR, 2008). This helps the doctors control how many operations or clients they see,
once they use their salary based budget they have to wait until the next quarter.

“The Canada Healthcare Act (CHA) uses Canadian values of equity and solidarity” (Health
Canada, 2010). Canada’s health insurance program is referred to as “Medicare”, which is
designed to make sure all residents have reasonable access to medical needs on prepaid bases.
Unlike the United States, Canada’s healthcare is shared between the federal and provincial
governments. “Provincial and territorial governments are responsible for management,
organization, and delivery of health services for their residents” (Health Canada, 2010).

There are five main principles CHA use in their health care Public Administration,
Comprehensive, Universality, Portability, and Accessibility. These five principles helps Canada
strive to be the best in healthcare. For Universality everyone in Canada receives the same level
of healthcare. Along with the public healthcare some employers also provide private health care
to supplement the public system. Maybe the United States could look at some of Canada’s
policies to see how many people really use the private health care system.

Domestic Examples - Massachusetts Health Care Reform
Perhaps the most groundbreaking piece of American legislation that focused on universal health
coverage was the Massachusetts Health Care Reform known as Chapter 58 of the Acts of 2006,
which was signed into law on April 12, 2006.

The passage of this legislation mandated

participation in the health coverage process for both citizens and employers, effective July 1,
2007. Prior to the passage of this legislation, an estimated 372,000 of the state’s citizens did not
have insurance coverage.

The goal of the reform was to provide all citizens of the state with access to health insurance
coverage, either individually or through their employers. To facilitate access under Chapter 58,
existing programs such as MassHealth were expanded and new programs were established,
including Commonwealth Care Health Insurance Program and Commonwealth Choice. The
Commonwealth Care Health Insurance Program “is a subsidized program for adults who are not
offered employer-sponsored insurance, do not qualify for Medicare, Medicaid or certain other
special insurance programs, and who earn up to 300% of the federal poverty level (fpl)” (Health
Care Reform: Overview). Citizens who meet the eligibility requirements for this program have
three plan types to select from with benefits and copayment options based on income levels.

Undocumented immigrant are ineligible for this program. The Commonwealth Choice Program
“is an unsubsidized offering of six private health plans, selected by competitive bidding, and
available through the Health Connector to individuals, families and certain employers in the
state” (Health Care Reform: Overview). This program was designed for individuals and families
who are unable to purchase insurance coverage through their employer. It also provides a
mechanism for small businesses to purchase coverage for their employees through a
Contributory Plan.

Several years have passed since the mandates went into effect and much assessment has been
conducted to measure the success or failure of the legislation. While outward appearances of the
intent of Chapter 58 may appear to be in the public’s best interest, questions remain about the
fairness to all external stakeholders. Is it truly in the public’s best interest to mandate the
purchase of health insurance coverage for citizens? What has the impact been on employers,
especially small businesses, who did not previously provide the option of health insurance
coverage for their employees? How has the medical community been affected by the increase in
covered individual’s who have now entered the system? Has the reform been too costly?

The Commonwealth Health Insurance Connector Authority released a 2009 Progress Report
which touted many successes since the mandate was enacted.

Table 1 below provides a

breakdown of the 406,000 newly insured citizens for the period of June 2006 and March 31,
2009. The report further boast a state uninsured rate of 2.7%, when compared against the
national average of 15% reflects the lowest rate in the country. According to taxpayer filings, a
98% compliance rate has been realized against Chapter 58.
Table 1

Under Chapter 58, employers with 11 or more full-time equivalent employees are required to
make a “fair and reasonable” contribution to their employees’ health insurance or pay a “fair
share” assessment into the Commonwealth Care Trust Fund of up to $295 per uninsured
employee. Who determines what is “fair and reasonable”? The Division of Health Care Finance
and Policy (DHCFP) was tasked with defining the “fair and reasonable” employer contribution
and determined “either an employer with 25% of employees enrolled in a group health plan, OR
an employer that offers to pay 33% of a full-time employee’s health premium” (Barber & Miller,
2007: 4). With a national market average of 84% employer contribution for individual coverage,
many are left to question if this definition is appropriate, given the large differential. Some
business owners have opted out of complying with coverage requirements because “it has
become far cheaper to pay the state penalty for not covering their workers — roughly $295
annually per employee — than to pay thousands more in premiums” (Lazar, 2010).

How effective do medical stakeholders feel the law has been? The New England Journal of
Medicine analyzed the responses by physicians to online polls conducted by the American
College of Emergency Physicians and the Robert Wood Johnson Foundation and the Blue Cross

Blue Shield of Massachusetts Foundation, and found that “70% supported the reform law, (79%)
believed the law was positively affecting people who had not had health insurance before the law
went into effect, and about one quarter of physicians reported negative effects in the overall cost
of care for patients, their financial situation, and the amount of time patients wait for an
appointment” (Physicians’ Views of the Massachusetts Health Care Reform Law - A Poll,
2009).
Assessing the cost of the Massachusetts Law can prove to be quite challenging. Commonwealth
Care program cost estimates from the Commonwealth Health Insurance Connector Authority
reflect a downward annual premium trend as depicted in Table 2.
Table 2

The New England Journal of Medicine estimates that “from 2006 to 2008, the average price of a
family insurance premium increased by more than 12%, and premiums increased by about 10%
statewide in the fall of 2009” (Weissman & Bigby, 2009). If the trend of increasing premiums
continues, the state may realize an increase in the number of citizens who can no longer afford
coverage and become exempt from the individual mandate.
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2c. Critique the Political, Legal, Economic, Institutional, and Social Background
and Operation of Public Administration in the Public Policy Process
The selected research paper that follows meets the National Association of Schools of
Public Affairs Administration (NASPAA) core competency requirement of being able to
‘participate in and contribute to the policy process’ and its sub-competency of ‘critique the
political, legal, economic, institutional, and social background and operation of public
administration in the public policy process’, as it demonstrates analysis and understanding of the
political, legal and operational challenges within the District of Columbia Public School (DCPS)
system.
Michelle Rhee’s employment as chancellor of DCPS was wrought with challenges from
day one, including underperforming teachers and students, opposition from school board members
who had just been rendered unnecessary and parents who were resistant to system changes,
regardless of the necessity. Ms. Rhee understood the challenges in her path and utilized her craft
in attempting to become a transformational leader for the organization. Unfortunately for Ms.
Rhee, her decisions were met with opposition almost immediately, as the dramatic changes she
began to implement were ineffectively communicated with the various stakeholders. In analyzing
this case, I identified several strategies that Ms. Rhee could have utilized to engage the
stakeholders in an effort to gain their trust and support for the initiative she was implementing
throughout the school district.
The Michelle Rhee case analysis was personally impactful, as it reiterates the importance
of understanding all stakeholder’s perspectives in implementing policy changes.

As an

Administrator in Orange County government, it is crucial that I understand the political, legal,

economic, institutional and social background and operation of public administration in the public
policy process. Legislative changes occur annually, in addition to internal directives from elected
officials and upper management, many of which have immediate impacts on internal procedures,
which necessitate policy amendments.

Carrie Woodell
PAD 6053
September 12, 2013

One advantage that Michelle Rhee potentially has from the onset of her career as the first
chancellor of the District of Columbia Public Schools is that she is not an aspiring politician.
She comes with fresh ideas and a clear vision of what is wrong with the existing system and how
to remedy it. She is keenly aware that tough decisions will need to be made, many of which will
not sit well with elected officials or stakeholders, namely parents. Starling suggests “civil
servants themselves provide a productive source of new ideas” (55). A fresh perspective on a
long standing and ever worsening problem is what is necessary in instances such as these.
Tough times call for tough measures. It is clear that Ms. Rhee is focusing her efforts on the
betterment of the children, whom she sees as the ultimate stakeholders. Although the Mayor of
Washington, D.C. was successful in his “take over” of the city schools from the school board, as
an administrator, Ms. Rhee should realize that she is far from removed from the local political
environment that exists.
In understanding Ms. Rhee’s roll as chancellor, it is clear that she has a myriad of groups
within her “political force field”, perhaps many more than her peers who are not implementing
drastic changes to their system as she is. She needs to be keenly aware of each group and
develop a strategy to interact with each while implementing her changes. These groups include
political appointees, other school districts, community activists, labor unions, non-union staff,
subordinates, others in the agency, media, parents, even local business who may be impacted by
school closings. One of the first things Ms. Rhee should do is to analyze each of these groups

Woodell, 2
and identify who her allies are. She should engage those allies (or resources) in an effort to
champion her initiatives and strive to garner support (where possible) from the other groups.
In both the short and long term, Ms. Rhee should work on developing a professional and
cooperative relationship with the media. This relationship can be crucial for disseminating facts
related to the initiatives and refuting nay-sayers who launch attacks by spreading untruths
throughout the community. Of all the groups within Ms. Rhee’s force field, it is the parents who
will ultimately be her staunchest advocates or harshest critics.

Starling describes a good

administrator as one “that can mobilize support for its programs and, in short, get things done”
(82). Ms. Rhee would be well served to develop and maintain open lines of communication with
the parents throughout the district. Taking proactive measures such as scheduling public
meetings to engage with the community; educate them on the specific plans for restructuring and
how these changes will effect a more positive learning environment for their children; and offer a
platform for meaningful dialogue so parents feel their voices and concerns are being heard. This
strategy has the potential to gain external support from the most potentially volatile of political
force field groups.
In the long term, Ms. Rhee should maintain a schedule of public meetings to educate the
community on the positive impacts her program changes have realized, being strategic in
identifying how these impacts are resulting an improved learning experience for the children
within the district. To utilize an old sports analogy, “the best defense is a great offense”. It is
difficult at best to launch negative campaigns against programs which have been measured,
documented and proven to be successful. Additionally, this will serve to not only keep the
stakeholders informed, but develop a level of trust and respect with these groups.

Woodell, 3
Machiavelli appeared to be very keen on strategy. He understood the need to be forceful,
but also realized the balance that must be struck when engaging in that approach. In stating that
“he must endeavour only to avoid hatred” (Starling, 104), I believe Machiavelli would have
advised Ms. Rhee to remain firm in her convictions as she strives to implement these great
changes, yet seek to maintain a level of civility and professionalism with her adversaries. He
also understood the value in appearing forceful in his position so that his soldiers would remain
of the same mindset.
I think he also would have encouraged her to remain vigilant in her pursuit to understand
the tactics of her adversaries and be flexible to adjust her strategy accordingly. This is evidenced
by his writing “it is necessary for him to have a mind ready to turn itself accordingly as the
winds and variations of fortune force it” (Starling, 104). Failing to understand the evolving
position of the opposition can prove harmful, and thus signifies the importance of adapting as the
need arises.
Perhaps the most insightful writing within The Prince lies within Chapter XVIII in which
Machiavelli scribes “it is unnecessary for a prince to have all the good qualities I have
enumerated, but it is very necessary to appear to have them” (Starling, 104). Perhaps he would
advise Ms. Rhee to exhibit the qualities that the political force field would expect of a change
agent, even if she does not possess or have deep knowledge of all of said traits.
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2d. Design Policy Implementation Methodology
The selected research paper that follows meets the National Association of Schools of
Public Affairs Administration (NASPAA) core competency requirement of being able to
‘participate in and contribute to the policy process’ and its sub-competency of ‘designing policy
implementation methodology’, as it demonstrates first-hand experience with policy design and
implementation.
Orange County is not unique in receiving volumes of public record requests on an annual
basis. Quantifying the volume has been challenging due to decentralization of the handling of
requests. I was tasked with serving on a task force, convened by the County Administrator, to
study the feasibility and cost associated with developing and implementing a county-wide
centralized system to handle all public record requests. Throughout the process we conducted
numerous visits to other government agencies who have established centralized systems.
Additionally, we assessed the captured volume and processes of each county department to
identify current processes and staff time spent responding to requests. It was critical to gain an
understanding of current procedures in order to develop a system, policy and training program that
could be effectively implemented throughout the organization.

The investigative process

uncovered several deficiencies which were attributed to lack of established controls and formal
training, which would be addressed during the policy design process. The task force met regularly
over the course of several months, ultimately designing a public records policy which was adopted
in early 2014.
Serving on the task force afforded me the experience of performing analysis at the
department level to understand the unique challenges each faced when responding to public record

requests. This feedback was critical for our team, not only during policy design, but more
importantly in the implementation phase.

Effective policy implementation requires an

understanding of procedures and challenges within each program unit. One challenge that was
identified in the research paper was that staff had no received any formal training to understand
how to properly respond to a public records request. Once the request was received, staff would
immediately begin gathering the requested documents without performing an assessment to
identify the amount of staff time required to fulfill the request. This step is necessary to prepare a
valid cost estimate to the requestor, which should be agreed upon prior to any document gathering
occurs.

Armed with this information, the task force determined that prior to policy

implementation, a formal training program must be developed with attendance mandated for all
department liaisons.
The entire process provided me with relevant practical experience in identifying process
deficiencies and challenges faced within each program unit, and using that information during the
policy design and implementation phases to develop a program that can serve the organization
effective for years to come.
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In an effort to provide an open and transparent government to the citizens of Florida,
certain laws have been enacted to allow interested parties access to existing government records.
Citizens have the right to request public records from any of the government agencies that exist
in the state, and can expect to receive the requested documents in a reasonable amount of time,
based on the size of the request. The efficiency and effectiveness of government’s response to
public records requests has been the focus of many studies performed by local newspaper outlets.
This paper focuses one such government in Central Florida, the Orange County Board of County
Commissioners. The analysis will identify state and local laws that govern public records; the
current internal process for responding to requests; identification of flaws within the present
system and their impacts; and a recommended system for improvement.

Founded in 1824, Orange County, Florida encompasses over 1,000 square miles and is
home to approximately 1.1 million citizens. The county operates as a charter government, with
the governance structure consisting of seven elected members on the Board of County
Commissioners, including the Mayor, who is elected countywide (About Us). Daily government
operation responsibilities reside with the County Administrator, who is appointed by the Mayor.
The Board of County Commissioners employs over 7,000 staff members to provide traditional
public sector services, as well as corrections, convention center, animal, medical examiner and
family services support.

Like all public sector agencies within the state of Florida, Orange County is subject to
compliance with the Public Records Act as codified in Florida Statute, Chapter 119. Chapter
119 of the Florida Statutes was passed in 1909 and established the requirements for how
government agencies respond to requests for records created during the course of business.
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“The Florida Supreme Court has determined that public records are all materials made or
received by an agency in connection with official business which are used to perpetuate,
communicate or formalize knowledge” (Open Government - Frequently Asked Questions). In
1987, Orange County approved Administrative Regulation 2.06, which formally adopts Chapter
119, Florida Statutes, defines what constitutes a public record, outlines procedures for the
designation of records custodians within each department, as well as the process of notification
and fulfillment of public records requests. The regulation also provides a schedule of specific
fees which may be assessed for copying of record requests, and further references the county fee
directory for special charges which may be applicable, such as costs for CDs, requests requiring
special equipment or paper (maps, aerial photographs, etc.), and labor and overhead rates
associated with the duplication. The policy outlined in the Administrative Regulation dictates
that each employee is responsible for maintaining their own public records. The procedures
require the designation of a custodian within each department or division who maintain
responsibility to ensure that all public record requests are handled appropriately. They are
required to be familiar with the Public Records Law and attend training as it relates to any
changes in the law. In addition to the fee structure for copies (including certified), the document
further delineates that “extensive” time required to comply with requests, shall constitute a
special service charge, which will be calculated to the nearest quarter of an hour, and based on
the midpoint of the current pay rate for the pay grade of the person who compiled the records,
including the benefit costs. “Extensive” time was defined at more than 15 minutes.

In August 2013, the County Administrator convened a meeting of a dozen upper
management staffers to discuss the current public records requests tracking and internal process
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system. His direction was to convene a working group to assess the total number and types of
public records requests the county receives, to determine if an internal, centralized unit and
tracking/data base system was needed. Specific data to be researched and analyzed included the
average number of requests received on an hourly, weekly, monthly and annual basis;
approximate clerical time spent on processing requests; types of requests being received and
processed; number of staff assigned to processing requests; and current departmental processes
already established within the work area. The following meeting, held in September 2013,
expanded the working group to sixteen representatives who would break off into sub-groups to
compile and analyze the data identified previously. Requests were distributed to all county
divisions to obtain the number of requests processed annually, further itemized into three
category types: standard, complex and time intensive.

Standard requests were defined as

requests that could be provided in the normal course of business and take a minimal amount of
staff time to produce or complete. Examples of standard requests would include arrest reports,
inmate booking photos and bid tabulations. Complex requests were defined as requests that are
not produced in the normal course of business that may take over 15 minutes to research or may
impact more than one county department or division. Examples of complex requests would
include legal, litigation and media requests. Time intensive requests were defined as requests
that are not complex but because of their volume or intensity may take more than a standard
amount of time to research and process. Examples of time intensive requests would include
human resources records, volumes of emails and texts. While the information gathering was
occurring, the group scheduled site visits to both the City of Orlando and the Orange County
Sheriff’s Office to gain an understanding of the processes currently being utilized to handle their
volume of public records requests.
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Collection of the requests data occurred within two weeks and was quite telling as to the
volume and types of public records requests received throughout the count on an annual basis.
Countywide totals topped 33,000 annually, consisting of over 13,000 standard requests, 3,500
complex requests and over 16,000 time intensive requests. Staff time spent responding to public
records requests totaled over 20,000 annually. Data further indicated that all county departments
and divisions have some type of internal system already established to respond to requests
received. A complete breakdown of the data by department and division is provided in Table 1.
No specific information was received regarding the internal department procedures for handling
public records requests, however all respondents indicated that a process was in place.

Table 1: FY2013 public records requests countywide
Department
Average Standard Complex
Requests Requests Requests
Annually

Time
Intensive
Requests

Approximate
Number of
Time Spent Staff Assigned
Annually
(Hours)
3,500
1 full time; 1012 members
assist as needed

Community,
Environmental
and Development
Services
Corrections
Medical
Examiner’s Office

8,000

4,895

437

2,668

7,518
5,040

3,735
336

14
336

3,769
4,368

2,500+
N/A

3
1

Human Resources
Information
Systems and
services
Fire Rescue
County Attorney’s
Office
Public Works
Animal Services
Risk Management
Administrative
Services

3,791
3,625

2,097
0

860
363

834
3,262

2,200
4,000+

2
2.5

2,940
1,043

1,470
20

882
256

588
767

N/A
4,500 +

2
3

1,000+
380
36
20

819
50
33
20

104
300
3
0

10
30
0
0

310
1,120
120
40

5
1
1
1
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Review of the data collected in conjunction with interviews of various department staff
indicated numerous flaws within the current process for handling and responding to public
records requests. The working group was led to question the accuracy of some of the data
figures, due to the limited number reported.

For example, the Administrative Services

department is comprised of a total of seven divisions, including Business Development, Capital
Projects, Facilities Management, Fleet Management, Purchasing and Contracts, Real Estate
Management and Fiscal and Operational Support. The total number of reported public records
requests for the entire department in fiscal year 2013 was only twenty. That number is appears
to be vastly underestimated, considering that the Purchasing and Contracts division is identified
as the official records custodian for all procurement records, formal solicitation documents, and
contracts of the Board of County Commissioners, as well as all information pertaining to
purchase orders, contracts and procurement information. Given the volume of records this
division alone is responsible for, it is apparent that their internal mechanism for tracking requests
is faulty. Numbers reports for this division reflected just one public records request per month,
totaling twelve annually. When questioned at how this total number was derived, the designated
records custodian indicated that only requests which require involvement from the County
Attorney’s office are actually being tracked.

She further explained that all other requests

received by the division, including bid tabulations, scoring sheets, contract, bid responses and
meeting records are fulfilled but not tracked.

Another flaw within the current system is that the Administrative Regulation is silent on
specific training requirements for designated records custodians, nor does it indicate that any
internal training is available. Merely requiring familiarization with the Public Records Law does
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not adequately prepare the custodians for their role in the process. Additionally, the Regulation
does not identify or require a procedure for tracking and reporting requests received on an annual
basis. While the Regulation identifies that each employee is responsible for the retention of their
own records, it does not provide guidance for the disposition of those records, except to say “no
public official or County employee may mutilate, destroy, sell or otherwise dispose of any public
records without the consent of the Division of Library and Information Services (DLIS) of the
Department of State” (Orange County Administrative Regulations, 2013). This statement is
extremely confusing, as it appears that there is no internal structure for the disposition of public
records. What is the internal chain of command for requesting consent to dispose of such
records? There is no reference the State of Florida general records schedules that apply to state
and local governments, such as the GS1-SL schedule, which outline retention periods for
administrative records. Disposing of records which have met the retention period is an important
process to be outlined and adhered to, since all records retained past the required period of time
must be produced in the event of a public records request. If records custodians are not aware of
this, they will not realize the importance of maintaining records only until the period of time
identified within the pre-defined state schedules for each document type. Retention of hard copy
records in excess of required timeframes also results in inefficient utilization of valuable storage
space which could be repurposed for another use.

Discussions with several of the records custodians revealed that they were unfamiliar
with the complete schedule of fees to be charged and collected in relation to public records
requests.

Some indicated that they only charged the per copy fee as identified in the

Administrative Regulation. They were not assessing the special charge for requests which were
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deemed “time intensive”, encompassing time over the initial 15 minute period, because they
were unclear how to apply the fee. They questioned whose hourly rate should be applied to the
fee and what formula is to be used to ensure the “fully loaded” rate for that employee is included
in the assessed fee. Rather than seek an answer, they simply opted to not assess that portion of
the fee. It is nearly impossible to determine the financial impact this oversight had on the
county, but considering the time intensive requests totaled over 16,000 in 2013, it is safe to say
the amount of unassessed fees could be quite substantial.

Finally, analysis uncovered a disturbing trend which contradicts the existing
Administrative Regulation and further speaks to the need for structured training for records
custodians. The Regulation established the requirement in which record custodians verify that
all applicable fees and charges have been received prior to the release of any copies. This
language is erroneous in itself, since the fees should be received before any of the work to
compile the requested records actually begins.

Aside from that point, discussion with

departments revealed that records were compiled in response to public records requests prior to
receiving any funds on many more than one occasion. In some instances, the documents were
compiled and the requestor never pursued payment or acquisition of the records.

One

department even disclosed that when a separate public records request was made by a party who
had previously not paid for or received documents related to a prior request, they refused to
comply with the new request until the previous transaction was completed. This is a direct
violation to the Public Records Law, which further provides the denied party with the right to
bring forth civil action against the agency in an effort to enforce the provisions of Florida Statute
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Chapter 119. This is yet another example which validates the need for the development of
comprehensive training for all records custodians.

Once the data analysis was reviewed by the working group, it quickly became evident
that due to the sheer volume of requests received on an annual basis, coupled with the inherent
flaws related to the current internal process of responding to said requests, a need existed for the
creation of a centralized public records request system that includes a tracking component to
ensure all requests are processed in accordance with the Public Records Law.

The group

developed a series of deliverables to be implemented in a phased approach throughout the 2014
calendar year, which included the establishment of a work flow process; review of existing
technology to understand what resources currently exist to accommodate a centralized request
and tracking system; development of a comprehensive training program for management and all
records custodians; development of an updated fee schedule which is consistent with State
Statutes; and the establishment of a marketing program to educate all employees and citizens of
the new procedure for submitting and responding to public records requests.

The group

splintered off into separate subgroups, each of which was responsible for completion of a
specified deliverable.

In order to develop a work flow process for the centralization of receiving requests,
clarification was sought from county administration to determine if a centralized office would be
established and tasked with oversight and accountability for fulfillment of public records
requests received into the county. The group felt it was important to establish a chain of
command for the centralized system, so staff can be educated on communication protocol related
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to the new process. The County Administrator committed to establish a public records central
office, to be staffed and responsible for program oversight.

Information regarding the assessment of current technology would be required before the
workflow process could proceed further. That assessment revealed that the county has a viable
database system already established which could be replicated and modified to serve as the
centralized tracking system for public records requests. The system, known as the Government
Contact Tracking System (GCTS), is the same system currently being utilized by several county
departments, including Information System and Services to log and track work orders for internal
customer service; Public Works for conducting windshield surveys; Emergency Management for
processing requests; and 3-1-1 which logs requests received for information on local government
services.

The system functionality is robust enough to generate a tracking number to the

requestor once the request is received and entered into the database, and will automatically send
notifications when a request is received. It will have the capability to be viewed by one or more
designated individuals and can generate reports or alerts for any outstanding requests or the
status of requests. It can also allow for a single request to be processed by various county
department liaisons simultaneously, should the initial request require it.

Modification can

distinguish between different categories of requests (standard, complex, time intensive) and track
each department’s response or resolution for each request submitted. It was determined that the
Government Contact Tracking System was the most advantageous option since staff was already
familiar with the system and could easily modify the system to meet the project implementation
timeframe, with no additional cost to the county. Additional technology requirements included a
centralized portal for citizens to electronically submit requests. This will be accomplished by

Orange County Public Records Analysis and Procedural Update

11

creating a dedicated web page, where citizens can complete an electronic request form which
will be routed to the public records central office via a generic email address such as
publicrecordsrequests@ocfl.net. The web page would need to include links to other elected or
constitutional office including the Orange County Property Appraiser’s Office, Orange County
Clerk of the Courts, and the Orange County Tax Collector’s Office. The technology also exists
to create a mobile app which connects to the on-line requests, a process that is currently being
utilized with the 3-1-1 system. Walk in request can be made at the public records central office,
where staff would enter the request into the tracking system and provide the requestor with the
tracking number immediately. Once a tracking number is generated, the request is routed to the
appropriate department(s) for action.

Upon receipt, the department(s) will perform a review to determine if additional
information is required to fulfill the request. They will then assess the appropriate fees based on
research and materials to be utilized. All requests fulfilled within the initial 15 minute time
period will not be assess any additional fees for labor. Simple requests that can be completed
quickly and electronically will not be assessed any fees, but must still be logged into the tracking
system and closed. Complex or time intensive requests that will take longer than the initial 15
minutes to fulfill will be assessed a special fee for staff time. This special fee will be modified
from the previous fee schedule, which based the fee off the “fully loaded” rate of the staffer
compiling the records. Effective at the role out of the new centralized system, the special fee
will be based on the “fully loaded” rate of the lowest paid staffer who might compile the records,
namely the administrative assistant, which will be a flat $20 per hour, and charged out in 15
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minute increments. For example, if staff determines that a request will take 30 minutes to fulfill,
the special fee for labor would be $10, added on to the applicable copying fees.

Once the fee assessment is complete, the department will be responsible to communicate
with the requestor and advise of the options that exist to remit payment. Payment options will
include payment in person through department cashiers; on-line through a secured payment
portal; or through kiosks which will be placed at various locations throughout the county. If
payment is not rendered within a reasonably specified period of time, the record request will be
placed in a “hold” status and will not be processed until full payment has been remitted. This
process follows the current Administrative Regulation, and will not expend staff time responding
to requests needlessly. Once full payment has been received, the department will fulfill the
request in a timely manner and update the ticket, moving it into a “closed” status. The public
records central office staff will be responsible to monitor all open tickets to ensure they are being
processed. Additionally, they will compile annual reports for management to identify total
volume as well as per department volume. This information can be useful in identifying if
additional staffing is necessary to comply with requests received.

Prior to launch of the centralized process, a comprehensive training program and manual
must be developed and implemented for all records custodians, to ensure they are familiar with
the new process as well as the Government Contact Tracking System. This training is key to a
successful implementation and program. Once the training curriculum has been developed and
approved, it will be added to the professional development portfolio managed by human
resources. All records custodians and their backups will be mandated to attend this training prior
to launch of the program.
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Perhaps equally as important to the internal training is the need to educate citizens on the
new procedure and option available to them to submit a public records request. The working
group will coordinate with the Communications Department to launch an educational campaign
to spotlight the new process and develop a “frequently asked questions/quick facts sheet” for
citizens. This will include deploying a Press Release at the time of full implementation, which
directs citizens to the resources available to assist them with public records requests. Staff
anticipates program rollout to occur by February, 2014. The final phase of the program includes
an on-going assessment by the working group to identify any bugs in the system, and make
necessary adjustments as needed. Program assessment will occur throughout the duration of
2014.
Reviewing the county’s current process for handling public records requests has unveiled
numerous opportunities for improvement. The creation of a centralized system for receiving and
responding to public records requests serves to enhance the service provided to requestors, and
will allow for a more structured method for staff to manage the volume.

Additionally,

implementing the centralized system will allow administrators to realize more accurate results
related to request volume and staff hours dedicated to responding. This data could provide
crucial justification of system upgrades and increased staffing if Orange County realizes a
significant increase in the volume of requests once electronic tracking is implemented.

Orange County Public Records Analysis and Procedural Update

14

Works Cited
About Us. (n.d.). Retrieved November 18, 2013, from Orange County Florida Government:
http://www.orangecountyfl.net/?tabid=120
Open Government - Frequently Asked Questions. (n.d.). Retrieved November 18, 2013, from Office of the
Attorney General of Florida :
http://www.myflsunshine.com/pages.nsf/Main/321B47083D80C4CD8525791B006A54E3#1
Orange County Administrative Regulations. (2013, September 16). Disposition of Public Records .
Orlando, Florida, USA.

Competency 3: Ability to Analyze, Synthesize,
Think Critically, Solve Problems and Make
Decisions

Skill or Knowledge Capacity Evidence Included

3a. Develop expertise on local government
3b. Appraise the concepts of social science research methods, statistical analysis
and information techniques and to apply the skills to analyze public policies and
problems and make a policy or managerial decision
3d. Evaluate and model best practices

3a. Develop Expertise on Local Government
Title of Evidence: Chapter 7 Summary: Compensation, Merit Pay and
Motivation for Employees

Assignment from PAD 6417 Human Resource Management
Self-Assessment Score:

4

Instructor Assessment Score:

Criteria Met: Can provide new insights into the financial management challenges
facing an organization or network, and suggest alternative design and budgeting
scenarios. Have experience in leading or contributing to a strategic planning
process at the design and implementation phases.

Competency Grading Rubric for
3a. Develop Expertise on Local Government

Written Reflection
3a. Develop Expertise on Local Government

The selected research paper that follows meets the National Association of Schools of
Public Affairs Administration (NASPAA) core competency requirement of developing the ‘ability
to analyze, synthesize, think critically, solve problems and make decisions’ and its subcompetency of ‘developing expertise on local government (including budget, communication,
strategic planning, social, political, human resource, technology, resources, sustainability,
succession planning, leadership)’, as it demonstrates practical knowledge of internal challenges
faced by local government.
Developing expertise in local government requires a comprehensive understanding in all
aspects of the organization. While my specialization is in the field of public procurement, I have
served in the management capacity for the past eight years, which has required me to become well
versed in all areas of the organizational structure, including human resources, budgeting, policy
design, technology, governance and leadership. As managers, we are responsible for a myriad of
tasks, including budget development and management, technology implementation, staff
performance evaluations, policy design, as well as any additional directives that are assigned by
upper management.
The chapter summary that addresses this competency illustrates one area of local
government expertise that is vital to all public managers: human resources. In recent years, local
government has experienced a decline in property tax revenues, which has resulted in reductions
in the total operating budget. The reductions have a trickle-down effect in that each program unit
must absorb some of the impact of budget reductions. The results have varied among public

agencies, some of which have forced layoffs, implemented mandatory furlough days, reduced the
workforce through attrition and early retirement incentives, or invoked salary freezes for extended
periods of time.
Implementing any of the aforementioned strategies has a direct impact on personnel,
presenting multiple challenges to managers, including the potential for reduction in work
performance, lowering of morale, or increased staff turnover. As Purchasing Manager of the City
of Winter Park, I struggled to maintain an environment of positive morale despite a multi-year
salary freeze. During this period of time, I was still required to complete performance evaluations
which included goal development for the upcoming year with each staff member. I had to identify
other methods to reward my staff for positive work performance when financial incentives were
no longer an option, and competition existed among other government agencies who could offer
higher salaries. Additionally, I was faced with reducing my operating budget, which posed a
challenge to retain training funds which were crucial to the professional development of my staff.
Ultimately I was forced to make cuts in other funding areas to maintain the appropriate training
funding.
I certainly was not alone in facing these challenges, many agencies continue to struggle to
retain good workers without the financial incentives in place to reward them. This is just one of
numerous areas that public managers must develop expertise to effectively perform their job
functions.

We may employ differing strategies to face the challenges, but comprehensive

knowledge of the organizational operation is necessary to be successful.

Carrie Woodell
PAD 6417
Chapter 7 Summary
Chapter 7 focuses on Compensation, Merit Pay and Motivation for employees. While the chapter title
lends itself to monetary discussion, the rewards employees receive are non compensatory as well,
including responsibility and autonomy and social affiliations.
Compensatory rewards include pay, fringe benefits including health and life insurance, and retirement
plans. The authors identify two types of financial rewards: instrumental system rewards which are
provided to all individuals within the organization; instrumental rewards geared to performance which is
allocated according to performance of each individual within the organization. Pay for performance
systems can be broken down into structural and process issues.
Structural issues include level of aggregation which involves determining what level of performance will
be measured, such as individual, program, installation, agency or bureau level. Additional consideration
involves the number of different plans, award increments of salary or bonus, payout size, how
performance will be measured and how often payout will occur.
Process issues outline the creation, implementation and administration of the pay for performance
system. The authors introduce the idea of including employees in the program design and
administration processes to allow for greater buy in as well as relationship strengthening. Equally as
important is obtaining legislative support for the program.
Numerous problems with pay for performance programs as discussed in this chapter. As a public sector
organization manager, I found this analysis to be very enlightening. I have two employees who share
the same title (and job description), yet they are performing similar and differing functions. It can at
times be difficult to measure and document differentials when the duties are not exactly the same in
some cases. An additional concern that public sector agencies have had to cope with over the last
several years is lack of funding for pay increases. Managers are still required to complete pay for
performance evaluations and establish goals for the upcoming year, yet there is no monetary incentive
provided to the employees. How do we as managers continue to motivate staff? Other than the feeling
of satisfaction employees feel for achieving pre-identified goals, there is little else that drives them to
maintain or increase performance levels.
Another result of public agencies not funding monetary incentives for employees, who are performing at
or above standards, is that those employees may be recruited away by private or larger public sector
organizations that can offer higher starting salaries than those being realized currently. Not only does it
affect retention strategies but it impacts recruitment initiatives of the organization as well. This
unfortunate paradigm is all too common among human resource professionals today.

3b. Appraise the Concepts of Social Science Research
Methods, Statistical Analysis and Information Techniques and
to Apply the Skills to Analyze Public Policies and Problems
and Make a Policy or Managerial Decision

Title of Evidence: Activity 4: Municipal Financial Solvency Analysis

Assignment from PAD 6207 Public Financial Management
Self-Assessment Score:

4

Instructor Assessment Score:

Criteria Met: Demonstrates the capacity to undertake an independent research
agenda through employing one or more social research methods around a topic of
study of importance to public administration. Can demonstrate the successful
execution of a program evaluation or the successful utilization of a program
evaluation to improve administrative practice.

Competency Grading Rubric for
3b. Appraise the Concepts of Social Science Research Methods, Statistical Analysis and Information
Techniques and to Apply the Skills to Analyze Public Policies and Problems and Make a Policy or
Managerial Decision

Written Reflection
3b. Appraise the Concepts of Social Science Research Methods, Statistical Analysis and
Information Techniques and to Apply the Skills to Analyze Public Policies and Problems and
Make a Policy or Managerial Decision

The selected research paper that follows meets the National Association of Schools of
Public Affairs Administration (NASPAA) core competency requirement of developing the ‘ability
to analyze, synthesize, think critically, solve problems and make decisions’ and its subcompetency of ‘appraising the concepts of social science research methods, statistical analysis and
information techniques and to apply the skills to analyze public policies and problems and make a
policy or managerial decision’, as it demonstrates experience in evaluating municipal financial
strength through statistical analysis of cash, long-run and service solvency based on socioeconomic
factors.
Comprehensive analysis was conducted on five municipalities including the cities of
Casselberry, Daytona Beach, West Palm Beach, Seminal and Marblehead. Data was extracted
from their approved current fiscal year budget documents and imported into Excel for statistical
analysis to identify the financial strength of each within the aforementioned categories.
Performing this analysis and studying the results can be a valuable tool for public managers to
implement in an effort to assess the financial stability of their organization and identify strategy
alternatives for strengthening their solvency status.
Public managers who employ evidence-based management strategies rely on valid
statistical data for effective decision making and policy design. For example, if the City Manager
of West Palm Beach utilized the supporting research paper to validate his organization’s cash
solvency ratio, he would have validated data to support a strategy for incurring short term debt.

As public managers, it is our responsibility to understand the available reporting tools that can
provide the statistical analysis necessary to develop policy strategies in the best interest of our
public agency.
During my tenure of serving as President of the Florida Association of Public Procurement
Officials, I was responsible for developing and managing a budget of $500,000. This task required
analysis of previous financial reports to understand our financial vulnerability in order to develop
a sound strategy for the upcoming year. The analysis identified a trend in revenue reductions
related to trade show exhibitors, which resulted in a more conservative budgeting strategy with a
decrease in numerous expense categories in an effort to offset the reduced revenue projections.
The lesson I learned through this process is that sound evidence, when developed and utilized
appropriately, can result in solid strategies to guide our financial future in a positive direction.

Matthew Dorn
Diane Elderkin
Clement Warner
Carrie Woodell
Randle Wright
Activity 4
Cash Solvency
Cash solvency measures are assessments of a municipality’s ability to generate enough cash to pay its
short term liabilities. There are 2 cash solvency calculations that we are reviewing with respect to the 5
municipalities we have examined, the Cash and Quick Ratio. The Formula for the Cash Ratio is Cash
Ratio = (Cash & Cash Equivalents + Marketable Securities)/Current Liabilities and expresses how many
times over a municipality can pay their current liabilities given the amount of cash and cash like assets
they have on hand. The Quick Ratio is the same formula but includes receivables in the numerator so
the formula for the quick ratio is Quick Ratio = (Cash & Cash Equivalents + Marketable Securities +
Receivables)/Current Liabilities and indicates a municipalities ability to cover short term liabilities with
cash and receivables. The chart below shows the cash and quick ratios for the 5 municipalities covered
in assignment 4.

Cash Solvency Ratio by Municipality
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As you can see the chart shows that of the 5 municipalities we examined West Palm Beach had the
highest cash ratio at 6.5 indicating that with their current cash and cash like investments they could pay
their short term debts almost 7 times over which indicates that they are of very little risk when it comes
to short term debt obligations. Daytona Beach has the lowest ratio at 2.7 which indicates that they
would be the higher risk of possibly facing liquidity issues. You can see that the quick ratios of all the
municipalities do not increase significantly over the cash ratio, this indicates that none of them have a
significant amount of receivables outstanding and does not change the interpretation stated above. It is
clear that none of the municipalities show a significant risk in terms of short term liquidity as even the
lowest ratio is almost 3 times the current liabilities.

Long-run Solvency
There were two measures that were used to find long-run solvency for the five municipality cities that
my group examined which were net asset ratio and long-term debt ratio. The Net asset ratio assesses
the extent of a government’s ability to withstand financial emergencies during economic slowdown, the
loss of major taxpayers, and natural disasters. The formula for net asset ratio is Net Asset Ratio = Total
Net Assets/ Total Assets. Long –Term Debt Ratio is another long-run solvency measure that was used to
examine the five cities. This measure assesses an organization’s ability to pay off its long-term debt. A
higher ratio of this measure indicates a worse level of long-run solvency. Long Term Debt is also known
as the long-term debt outstanding. The formula for Long-Term Debt Ratio is Long-Term Debt Ratio =
Total Long-Term Debt/ Total Assets (or Total Revenues)

As you can see from the graph above you notice that the City of Seminal has the highest Net Asset Ratio
which means that they have best ability to withstand a financial emergencies out of the remaining four
cities on this graph. The City of Daytona Beach has the lowest Net Asset Ratio which it will make it
difficult for this particular city to withstand a financial emergency if it ever occurred. The cities with the
second, third, and fourth best Net asset Ratio are Casselberry, Marblehead, and West Palm Beach.
According to the graph for long term debt ratio it showed that Daytona Beach has the highest long term
debt ratio which means that this city has the best ability to pay off its long term debt. The lowest long
term debt ratio is the City of Casselberry. The City of West Palm Beach and Seminal were tied for second
best long term debt ratio. Marblehead has the third highest debt ratio.

Socioeconomic Factors
The socioeconomic factors for all five jurisdictions range in regards to their population, income per
capita, and unemployment rate. For example, West Palm Beach, Florida ranks first with the largest
population at about 103,150 people, has the lowest unemployment rate at 6.3%, and the highest
income per capita at $59,147 when compared to all other jurisdictions. However, what is interesting is
that the cities with the smallest population, such as Casselberry, Daytona Beach and the City of Seminal
they seem the largest unemployment rates at 11.10%, 11.70%, and 13%. Therefore, here we can suggest
that the smaller cities are experiencing higher unemployment rates than the larger cities.

Furthermore, Daytona Beach, FL may have the second highest population, but they bring in the least
amount of income per capita at only $17,878. This can help explain why their unemployment rate is so
high. Many of their citizens are working below the poverty line and may not be able to find jobs.
Moreover, Marblehead, MA has the smallest population, but ranks second in regards to the income per
capita and unemployment rate. Much of the city is employed and brings in a decent amount of income.
What is important to note that this is a northern state and their standards living cost may be higher and
their economy could be better than the jurisdictions in Florida.

Looking at socioeconomic factors is very important for calculating a city’s budget. For example, the only
ways to find per capita for any calculation you need the city’s population. This helps explain how much
each citizen contributes the finances of the city. In addition, looking at income per capita helps
determine how much citizens are putting back into the economy and how likely they are too contribute
to the debt of the city. Even the unemployment rate allows one to understand how many people are
without jobs and cannot help the economy. These factors give an overall review of the socioeconomic
factors within each city and how it contributes to the financial reports.

Service Solvency
Service solvency examines the agency’s ability to pay for provided services, now and in the future. This
assessment examines five financial measurements against the total population figure. The formula for
Net Assets Per Capita = Total Net Assets/Population. This formula identifies the level of net assets in
relation to the population within the agency’s boundaries. Long-Term Debt Per Capita = Total LongTerm Debt/Population. This formula identifies the level of long-term debt in relation to the population
within the agency’s boundaries. Total Revenue Per Capita = Total Revenues/Population. This formula
identifies the level of revenue in relation to the population within the agency’s boundaries. Total Taxes
Per Capita = Total Taxes/Population. This formula identifies the level of taxes in relation to the
population within the agency’s boundaries.
Total Expenditure Per Capita = Total
Expenditure/Population. This formula identifies the level of expenditure in relation to the population
within the agency’s boundaries.

The Service Solvency Table above identifies the variation by municipality in terms of their ability to
manage the cost of providing services now and in future years. Marblehead, MA has the highest net
assets per capita amount of all five municipalities examined, followed by West Palm Beach, Casselberry,
Seminal and Daytona Beach. West Palm Beach has the highest long-term debt ration per capita,
followed by Daytona Beach, Marblehead, MA, Casselberry and Seminal. Marblehead, MA has the
highest total revenue per capita, followed by West Palm Beach, Daytona Beach, Seminal and
Casselberry. Marblehead, MA has the highest total taxes per capita, followed by West Palm Beach,
Daytona Beach, Casselberry and Seminal. Marblehead, MA has the highest total expenditure per capita,
followed by West Palm Beach, Daytona Beach, Casselberry and Seminal.
With the exception of Casselberry, all municipalities examined appear to have a fairly close financial
relationship between their total revenue per capita and their total expenditure per capita. West Palm
Beach and Seminal are the only two municipalities with a positive relationship between the two
measurements. Marblehead, MA, Casselberry and Daytona Beach reflect higher total expenditures per
capita than total revenue per capita. It also appears that West Palm Beach and Daytona Beach are in
the worst condition with regard to their net assets per capita compared to their long-term debt per
capita.

3d. Evaluate and Model Best Practices
Title of Evidence: City of Winter Park Financial Analysis

Assignment from PAD 6207 Public Financial Management
Self-Assessment Score:

4

Instructor Assessment Score:

Criteria Met: Can provide new insights into the performance management
challenges facing an organization or network, and suggest alternative design and
measurement scenarios. Can demonstrate how I have applied organizational
learning and development concepts to real situations.

Competency Grading Rubric for
3d. Evaluate and Model Best Practices

Written Reflection
3d. Evaluate and Model Best Practices

The selected research paper that follows meets the National Association of Schools of
Public Affairs Administration (NASPAA) core competency requirement of developing the ‘ability
to analyze, synthesize, think critically, solve problems and make decisions’ and its subcompetency of ‘developing and modeling best practices, as it demonstrates the ability to perform
comprehensive analysis of a government agency’s financial strength, which can identify sound
strategies that could be modeled for use by other public organizations.
Regardless of their size, public organizations exist to provide exceptional service
to the residents within their boundaries. Public managers can learn from the successful practices
of their counterparts, and use that information to develop strategies that may realize similar
positive outcomes. Perhaps one of the greatest opportunities of the recent past relates to how
public agencies fared during the economic struggles that began in 2008. There is no question that
the impacts of the economic downturn was felt throughout the public sector.

And while

socioeconomic variables differed among agencies, commonality existed related to reduced
property tax revenues. When the downturn occurred, there was little time to employ strategies to
mitigate the impact other than severe reductions in budgets and workforce numbers. Some
agencies were in a better financial position than others, due to the past efforts to build their
financial reserves to build protection against economic instability. The City of Winter Park,
Florida was one such agency, which had adopted a conservative financial strategy over the
previous decade, and was spared from taking such drastic measures as instituting a mass layoff of
personnel, or instituting mandatory furlough days. Public agencies who were forced to employ
these strategies may consider comparing their financial strategies against the City of Winter Park,

to not only understand the contrast, but assess the feasibility of implementing a similar strategy to
increase financial stability. Understanding strategies that have been successfully implemented in
other public agencies is such a valuable resource for public managers.
The opportunity to learn from best practices is not limited to the discipline of finance. As
a public procurement professional, I regularly review requirements from internal customers to
identify the best procurement strategy to use which will allow the end user to obtain the goods or
services needed, while adhering to my fiduciary responsibility of ensuring taxpayer money is spent
in the most advantageous manner possible. It is not uncommon for me to reach out to my peers
across the state to discuss a requirement and understand what strategy they utilized to realize a
successful outcome, as well as challenges they encountered during their process.
The Florida Association of Public Procurement Officials felt so strongly about sharing
successful strategies among its members that it developed a Best Practices award program.
Applications are reviewed annually by a panel of procurement professionals, who then identify
Best Practices winners in the following categories: Innovation, Cost Savings, and Contributions to
the Profession. Agencies who receive an award are invited to give a presentation at the Annual
Conference to share their successful strategy with the delegation. I personally make it a point to
attend this presentation session, so I can learn from my counterparts and identify opportunities for
implementation within my organization.

City of Winter Park
Financial Analysis

Matthew Dorn
Diane Elderkin
Clement Warner
Carrie Woodell
Randle Wright
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Profile of the City
The City of Winter Park is a Florida municipal corporation which was chartered in
October 1887 (History, 2013), and has an estimated population of 27,728 living within an area of
approximately nine square miles (Comprehensive Annual Financial Report -Fiscal Year ended
9.30.2012, 2012). Winter Park is located north of Orlando in the northern central area of Orange
County. David Mizell, Jr. purchased eight acres of land in 1858, and founded the town, then
named Lake View, which was changed to Osceola in 1870, before becoming Winter Park in
1887 (The Early History of Winter Park).
The city is governed by a Charter formally adopted in 1925, as amended, and operates
under a commission-manager form of government (Comprehensive Annual Financial Report Fiscal Year ended 9.30.2012, 2012), comprised of a Mayor, four Commissioners and a City
Manager. The City Commission is charged with setting policy, budget adoption and employing
the City Manager and Attorney. The City Manager, who serves as the pleasure of the City
Commission, is responsible for the daily city operations as well as hiring of department heads.
The approved FY13 budget totals $141,838,239.
Known for its brick paved downtown corridor, upscale boutiques, fine dining, expansive
parks, thriving art community and multi-million dollar homes; Winter Park enjoys a healthy
tourism presence. Winter Park is home to one of Florida’s oldest educational institutions,
Rollins College, which employs over 700 faculty members to serve the student population of
approximately 3,400 (Rollins College). Additional educational venues include Valencia College
and Winter Park Tech. Marketed as the city of culture and heritage, Winter Park is home to six
museums, five galleries as well as the Winter Park Sidewalk Art Festival, which began in 1960
and draws in over 350,000 attendees annually (About the Festival).
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Within the geographical boundaries exists six major business districts with classifications
including mixed use, local commercial, general commercial and the central business district.
When compared to the local regions 26 commercial districts, Winter Park ranks 1st in retail and
3rd in office vacancy rates (City of Winter Park Economic Development Department, 2012).
Despite commanding higher than average rent per square foot in retail space on Park Avenue,
storefronts remain occupied with very low turnover. In an effort to promote economic growth,
the city offers development incentives, including waiver of fees, parking requirements, flexibility
of setbacks and lot coverage, job creation bonuses, and property tax rebates (Winter Park Stats).
While a slowing economic likely contributed to the slight decline in the city’s total
population in 2011, the prior decade realized population growth of 15.1% or an annualized rate
of 1.29%, as reflected in Table 1 below (City of Winter Park Economic Development
Department, 2012).
Table 1
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Despite its relatively small geographical area, residents enjoy a multitude of municipal
services, including public safety; the construction and maintenance of streets, sidewalks and
infrastructure; engineering; planning and community development; code enforcement; general
administration and support services; and recreational activities and cultural events (City of
Winter Park Economic Development Department, 2012). Residents are served by a police force
of 126 and a fire rescue department of 79. They join Parks and Recreation as being the three
accredited departments in city, an accomplishment that very few municipalities can boast.
Like most public sector agencies, declining economic conditions over the last few years
has prompted a reduction in the workforce. At its peak in 2008, the city employed close to 570
workers. As you can see in Table 2, the workforce has been reduced down to approximately 515
in FY2013 (Budget Fiscal Year 2013).
Table 2

Winter Park is one of a handful of municipalities in the state that owns and operates its
own electric utility (enterprise fund).

The service area mirrors that of the geographical

boundaries for the city, and encompasses 14,000 customers. The electric utility was purchased
in June 2005 and is approximately halfway through a ten year project to underground the electric
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lines. The other enterprise fund corresponds to the water and sewer utility. The service area for
the water and sewer utility expands to 23 square miles, encompassing 20,519 water customers
and 14,976 sewer customers. The city utilizes a contractor to provide for waste collection and
recycling services for its residents.
In June 1991, the city created a Community Redevelopment Agency (CRA) which
operates as a sub-unit of the municipality. Initiatives are managed through the CRA Board and
Advisory Board, which also manages the Tax Increment Fund (Community Redevelopment
Agency). The CRA offers several programs that strive to improve the local environment for both
citizens and businesses. Programs include the HousingRehabilitation Program, Business Façade
Improvement Program, Community Center Programming, Summer Youth Enrichment Program,
Microloan Program, Business District Event Matching Grant Program, and Qualified Targeted
Industry Incentive Program (The Community Redevelopment Agency Fiscal Year 2012 Annual
Report).
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Part 2: Financial Statement Analysis
(All historical values have been adjusted for inflation using CPI)
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Statement of Net Assets

Total Assets
The City of Winter Park has experienced a relative increase in total assets throughout the
past three years. From 2010 to 2012 the total assets have increased by $4.9M. This increase is
mainly stemmed by their cash, cash equivalents and investments. For example, in 2010, the city
had only brought in $22.4M with their cash, cash equivalents, and investments, but by 2012 the
city brought in $32.1M. This is a $9.6M increase in assets.
Noncurrent assets decreased over this same time frame. In 2010 the city had $292M and
by 2012 they had $285M, representing a $6.8M decrease. Within their restricted assets there had
been a decrease from 2010 to 2011 of $3.0M, but an increase of $0.2M in 2012. Here we are
witnessing the city lose promised money from organizations and other businesses. The year
2010 seemed to be the city’s best year for receiving money from outside sources. It would be
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interesting to understand why there was such a decrease in funds within their restricted assets
because we do not want to see the city lose outside financial support.
Even though there was a decrease in restricted assets over the past three years and other
noncurrent assets, it becomes relevant that the city has done relatively well in increasing their
total assets. The city shows an increase in current assets and a reduction in non-current assets
over the last three years this is important in that is will help the city remain more financially
stable due to the fact that it has a substantial amount of current assets it could potentially call on
if there was any kind of financial emergency.

The city has increased total assets while

increasing current assets as well.
Total Liabilities
The City of Winter Park has seen a reduction in Total liabilities of $11.6M since 2010.
There is an increase for all current liabilities of $2.5M, but in regards to long-term (noncurrent)
liabilities there is a decrease of $14.1M by 2012. Therefore, the amount of money they are
expected to pay within the next year has actually increased. The long-term (noncurrent) liabilities
had decreased by about $4.4M from 2010 to 2011, and decreased again from 2011 to 2012 by
another $9.7M. This is good news for the city considering they have decreased their long–term
financial obligations by $14.1M while only increasing short term liabilities by about $2.5M. As
stated above they have significant short term assets to cover this increase in current liabilities.
Total Net Assets
The great news here is that the city’s net assets have increased throughout the past three
years from $124M in 2010 to $141M in 2012. This is a $16.5M increase in their total net assets.
Their invested in capital assets, restricted net assets and unrestricted net assets have all seen an
improvement since 2010 with the largest increases coming in the form of capital assets and
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unrestricted net assets. This means that in all categories the city’s assets are out growing their
liabilities to the tune of $16.5M over the last 3 years.
Statement of Activities

Millions
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Total Revenues
Unfortunately, the city has not seen an increase in their total revenues throughout the past
three years. Rather they have seen a $19.7M decrease in their total revenues. Much of this
decrease is due to the lack of general and program revenues as you can see in the graph. For
example, program revenues alone decreased a total of $15.5M from 2010 to 2012. The city may
need to increase their charges for services to help pick up for the loss in revenue.
The city saw a decrease in their total taxes by $4.6M. Furthermore, in 2011 the city,
received the most in nontax general revenues when compared the 2010 and 2012. The year 2010
seemed to be their best year in pulling in program and general revenues.
Total Expenses
It also seems the city has cut down on their total expenses. From 2010 to 2012 the city
decreased their expenses by $17.8M which was mainly from their operating expenses. This may
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mean they do not need to support or sustain their daily operations and service provisions for the
time being (Wang, 2010). In regards to their debt service, it seems 2011 was the most expensive
at $1.5M while 2010 was the cheapest at $1.1M. This indicates that their debt payment in
principal and interest tends to fluctuate but has not materially changed year to year.
Change in Net Assets (Surplus)
Another interesting trend is in the change in net assets. There was a decrease of $1.4M
from 2010-2012. This shows that the difference between the total revenues and total expenses for
the city has decreased over time. However, it is important to note that a positive number does
indicate an increase in total net assets (Wang, 2010).

Balance Sheet - Governmental Funds
Assets

Millions

Asset Trend
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The balance sheet confirms that cash, cash equivalents, and investments were their largest
assets, however, assets did decrease overall by $7.0M from 2010 to 2012. This decrease is
mainly due to the $7M decrease in advances to and amounts due from other funds. There
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appears to be a shift from restricted cash to unrestricted cash as well which results in a $2.2M
decrease in total cash and cash equivalents, however, this is offset by a $2.8M increase in special
assessments receivable.

There were no funds from note receivables or special assessment

receivables until 2011. In addition, the city did not gather funds from advances to other funds in
2011 or in 2012.
Liabilities

Millions

Liability Balance Trend
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In 2010, the city had $3.9M in liabilities, but after 2010, liabilities increased significantly
by another $3.6M. This increase was spiked mainly because of their increase in unearned
revenue. In 2010, $0.4M was their unearned revenue, and in 2011 it was $3.4M. This $3.0M
increase in their unearned revenue accounted for the majority of the change in liabilities over the
last three years.

These amounts include unearned revenues for golf course memberships

collected in advance and occupational license fees collected before year-end but not due until
October 1 (2011 CAFR).
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Fund Balances
Throughout the past three years the city has experienced a decrease in fund balances. In
2010 the city had $30.2M in fund balances, but by 2012 this has decreased to $20.5M. This is an
overall decrease of $9.7M. This reduction to the fund balance is driven by the combination of a
reduction in assets of $7.0M since 2010 and an increase in liabilities of $2.7M over that same
period. In 2011 the city changed the way it classified the fund balances so it is difficult to
compare 2010 to 2012, however, in comparing 2011 to 2012 a $3M reduction is reflected in fund
balances that was driven by construction projects and community redevelopment spending which
indicates that the reduction in fund balances has been driven, in general, by capital investment
spending.

Statement of Revenues, Expenditures, and Changes in Fund Balances
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Revenues
As indicated by the graph, 2010 was the city’s best year for bringing in revenues. There
may not be much of a difference, but it is important to note the city had witnessed a decrease in
their overall revenues. For example, since 2010 the city has witnessed a decrease by $4.1M in
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revenues. Property and utility taxes have had an effect on this amount where property taxes alone
over the three years have decreased by $3.9M. Of course, other sources of revenue have
balanced this loss out such as charges for services with an overall increase of $1.1M. The city
may witness fluctuating revenues, but they should try to make more than they spend.
Expenditures
The city experienced high expenditures at $60.1 million in 2011. This was higher than the
other two years. Many of these expenditures come from the police, fire, and parks and recreation
departments. The police department alone contributes about $13 million each year making this
the most expensive expenditure. In addition, the city’s capital improvements are the highest debt
service that contributes to their expenditures. Analysis indicates that communications and
financial services contribute the least. Overall, the city’s expenditures have fluctuated throughout
the past three years.
Fund Balances
As stated above, the City of Winter Park has experienced a reduction in fund balances
over the last three years because of a boost in the fund balance in 2010 due to debt proceeds
coupled with reduced revenue and increased spending. The ending fund balance for 2012 is
$20.5M. Overall, revenue is trending down and expenses are trending up but the biggest driver
on the fund reduction is financing for capital projects.
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Part 3: Financial Condition Analysis
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Cash Solvency
The City of Winter Park has experienced an increase in its cash solvency for the past
three years from 2010 through 2012. Cash solvency measures the assessments of a city’s ability
to generate enough cash to pay its short term liabilities. There are two cash solvency calculations
that we examined with respect to the city of Winter Park. Those measures were Cash Ratio and
Quick Ratio.

The graph above indicates the City of Winter Park’s best year for its cash ratio was 2012
with a ratio of 1.16, which means that particular year the city had enough cash assets available to
pay off current liabilities, and very little risk when it comes to paying off its short term debt
obligations. The year 2010 had the lowest cash ratio of .89 which indicates that the city had a
higher probability of not paying off its current debts. The graph also identifies that the quick
ratios of each year did not increase significantly over the cash ratio, this indicates that none of
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the years had significant amount of receivables outstanding. It is also clear that the City of
Winter Park did not show a significant risk in terms of short term liquidity.
Budgetary Solvency
Budgetary solvency measures the ability of the government to raise funds to pay for its
expenditures. It uses the Statement of Revenues, Expenditures and Changes in Fund Balances for
Governmental Funds as these values plainly show intergovernmental revenues. The formulas that
were used in the budgetary solvency for the City of Winter Park were Operating Ratio and Own
Source Revenue.

These revenues are considered to be more stable than relying on intergovernmental
revenues. The graph above reflects that in years 2010 and 2012 the City of Winter Park had the
same operating ratio of 1.08, which means that city had enough revenue to cover its
expenditures. In 2011, the city had a higher value in operating ratio of 1.11, which indicates a
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better level of budgetary solvency and it increase of .3 from the years 2010 and 2012. In years
2010 and 2012, the city had its highest own source ratio of .82, which means the city relies on
intergovernmental revenues in order to generate sufficient revenues to cover the expenditures
incurred during the year. The year 2011 relied slightly more on intergovernmental revenues to
cover its total expenses since it was the lowest.
Long-term solvency
There were two measures that were used to find long-run solvency for the City of Winter
Park which were net asset ratio and long-term debt ratio. The Net asset ratio assesses the extent
of a government’s ability to withstand financial emergencies during economic slowdown, the
loss of major taxpayers, and natural disasters. Long–Term Debt Ratio is another long-run
solvency measure. This measure assesses an organization’s ability to pay off its long-term debt.
A higher ratio of this measure indicates a worse level of long-run solvency. Long Term Debt is
also known as the long-term debt outstanding.
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As you can see from the graph above, the year 2012 for the City of Winter Park had the
highest Net Asset Ratio which means that this particular year had the best ability to withstand
financial emergencies. The year 2010 has the lowest Net Asset Ratio which makes it difficult in
this particular year for the city of Winter Park to withstand a financial emergency if it ever
occurred. According to the graph above, the year 2010 had the highest long-term debt which
indicates a worse level of long-run solvency and this year the city might have a hard time to pay
the long-term debt comparing with other years.
Service Solvency
The socioeconomic factors that were examined for the City of Winter Park from the year
2010 through 2012 range in regards to their population for Net Asset per Capita, Long-term Debt
Per Capita, Total Revenue Per Capita, Total Tax Capita, and Total Expenditure Per Capita.
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According to the graph above, the year 2012 for City of Winter Park had the highest net
assets per capita which indicate a better level of service solvency. The net asset per capita is the
ratio relation to the population. In the year 2011, the city had the highest long term debt per
capita with 6,351, which indicates that the city carries more long term debt per capita and
suggests a deteriorating state of service solvency. The years 2010 and 2011 were close in total
revenue per capita with 4,700 and 4,690 respectfully which indicates that the city was close in
incurring revenue. The City of Winter Park’s highest total tax per capita occurred in 2010 with
989 and was the lowest in 2012 with 902 which represented a reduction of 87. The year 2010 had
the highest total expenditure per capita with 4,341 and the lowest in 2012 was 4,044 a decrease
from 2010-2012 of 297.
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Looking at socioeconomic factors is very important for calculating a city’s budget. We
rely on the city’s population number to calculate per capita for analysis purposes. This helps
explain how much each citizen contributes to the finances of the city. In addition, looking at
income per capita helps determine how much citizens are putting back into the economy and
how likely they are too contribute to the debt of the city. The unemployment rate allows one to
understand how many people are without jobs and cannot help the economy. These factors give
an overall view of the socioeconomic factors within each city and how it contributes to the
financial reports.
Trend Analysis
With regard to cash solvency, since 2010 the city has maintained a very slight increase in
the fund and shows a positive trend of increased short term available funding. The city’s
operation and own source ratio’s are flat for the three year period. In 2012 the city’s own source
ratio rebounded to .82 from .80 in 2011. This ratio should be watched closely as an increase will
enable the city to remain self reliant and less vulnerable to external fluctuations outside of its
jurisdiction.

Correlation Coefficient
Taxable property values
Population
Income per capita
Unemployment rate

Revenue*
0.86
0.72
-0.74
0.96

Relationship
Strong positive relationship
Strong positive relationship
Strong negative relationship
Strong positive relationship

Using measures of association and coefficient correlation measuring revenue against
taxable property values, population, income per capita, and the unemployment rate between 2010
and 2012 there are noticeably strong relationships. There is a strong positive relationship found
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between revenue and the taxable property rate meaning that these correlations are trending in the
same direction. Revenue has decreased over the past three periods and correlates with the fact
that the population is decreasing as well. This is an alarming trend if it continues. Taxable values
and revenue are also moving in the same direction both have decreased since 2010, which should
be a concern to the city, although it is noted that in 2012 home values have improved. The
evaluation of income per capita and revenue are found to be in a strong negative relationship,
meaning as the income per capita increases the revenue has declined, this can be explained by
the population shift in 2011, which led to a decrease.

Correlation Coefficient Population*
Taxable property values
Income per capita
Unemployment rate

0.97
-1.00
0.89

Relationship
Strong positive relationship
Strong negative relationship
Strong positive relationship

Additionally, a correlation coefficient was run using population instead of revenue.
Similar indicators were recorded using population instead of revenues with taxable property
values and the unemployment rate showing a strong positive relationship with both. The taxable
value has decreased correlating with the decreasing population.
The unemployment rate has also decreased and is moving in the same direction as the
decreasing population. Interestingly, income per capita shows a strong negative effect due to the
decrease in population since 2010 and an increase in per capita income steadily over the last
three periods. This negative association could be explained by the preceding value, with
unemployment on the decline more residents are returning back to work increasing the own
revenue. This is a positive sign as the per capita income increase may be correlated to the
unemployment decrease.
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Measures of Association
Correlation Coefficient
Year

Population

Unemployment

Year

Population

2010
2011
2012

28,434
27,727
27,728

9.1%
7.9%
6.9%

2010
2011
2012

28,434
27,727
27,728

Taxable Property
Value
$4,334,903
$3,908,162
$3,777,453

Recommended Policy Adoption
The City of Winter Park is a family friendly town with a charming atmosphere that is
appreciated by those who live and frequent this community. As the previous portion of the report
has stated, the city is facing some declining trends. Most notably was the population decrease
between 2010 and 2011. The city should strive to maintain a family friendly atmosphere and to
increase its weekend activities that involve family oriented recreation so it can use these events
to draw working families into its jurisdiction. Another policy would be to actively recruit
medium size businesses in an effort to provide higher paying employment that would keep the
per capita income on the rise. These activities could be supplemented with tax incentives that
would draw businesses into Winter Park. Community Redevelopment Districts should be
enhanced to enable historic homeowners and businesses to apply for grant and funding to
maintain their buildings to prevent historic area erosion. This action will ensure that these
buildings are properly maintained and do not fall into disarray. Any measure that will increase
the population and enhance the attractiveness of the community should be fully explored.
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*Interpretation of the Correlation Coefficient
Correlation coefficient

Value Interpretation

0

No relationship

Larger than 0 but smaller than 0.500

Weak positive relationship

From 0.500 to 0.699

Moderate positive relationship

From 0.700 to 0.999

Strong positive relationship

1.000

Perfect positive relationship

–1.000

Perfect negative relationship

From –0.700 to –0.999

Strong negative relationship

From –0.500 to –0.699

Moderate negative relationship

Smaller than 0 but larger than –
0.500

Weak negative relationship
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Competency 4: Ability to Articulate and Apply
a Public Service Perspective

Skill or Knowledge Capacity Evidence Included

4a. Develop a respect for citizens
4b. Value and demonstrate commitment and professionalism in serving the public
4c. Communicate public interest based on ethical reasoning and democratic
participation

4a. Develop a Respect for Citizens
Title of Evidence: Mayor Giuliani Case Study

Assignment from PAD 6037 Public Organization Management
Self-Assessment Score:

4

Instructor Assessment Score:

Criteria Met: Can demonstrate how I have played a role in facilitating the
authentic participation of citizens in a public administration context.

Competency Grading Rubric for
4a. Develop a Respect for Citizens

Written Reflection
4a. Develop a Respect for Citizens

The selected research paper that follows meets the National Association of Schools of
Public Affairs Administration (NASPAA) core competency requirement of developing the ability
‘to articulate and apply a public service perspective’ and its sub-competency of ‘developing a
respect for citizens’, as it demonstrates analysis of leadership characteristics that exhibit respect
for citizens.
Rudy Giuliani served as Mayor of New York City for eight years. During his tenure, he
was successful in reinventing the culture of his organization, creating an environment of open
communication with emphasis on improving the communities within his jurisdiction, for the
betterments of its citizens. Leading an organization with over 300,000 employees, serving a
population of over 8 million citizens requires great skill and coordination. Mayor Giuliani
understood the necessity of collaboration with activists, civic groups, borough presidents and
unions. He had an uncanny intuition for understanding which situations benefited from external
input and which did not. It was evident in the Mayor’s initiatives that he was passionate about his
city and the citizens he served. He developed a deep respect for his constituents, the majority of
which reciprocated. After leaving office due to term limits, his legacy of transformation was
secured. Many of the major initiatives implemented during his tenure directly impacted the quality
of life for his citizens, including reduced crime rates, welfare system reform, increased job
opportunities, revitalization of the business sector and educational reform.
As public managers, there is much to be learned by leaders of Mayor Giuliani’s caliber.

Despite the challenges he faced in working with the volume of diverse stakeholders, his primary
focus remained the citizens he served. He believed securing a staff of the most qualified
individuals available, and regularly conducted strategy meetings to ensure he remained prepared
for any ensuing conflicts. Managers at all levels of government must remain aware of the
possibility for opposition to initiatives and be prepared to effectively justify our position.
As procurement administrator for Orange County, I am responsible to ensure that our
procedures are conducted in a transparent manner, ensuring fair and open competition throughout
the process. The citizens of Orange County deserve to know how their tax dollars are being spent,
and I serve as the point of contact for inquiries related to county contracts. Florida Statute 286.011
defines the parameters for public meetings, provides that nearly all public business must be
conducted in an open environment, with public postings giving reasonable notice of meetings. It
is not uncommon for citizens to attend my public noticed meetings for evaluation of proposals
received in response to formal solicitations. I respect their interest, and ensure they have an
understanding of our procedures and accommodate their attendance at meetings. Taking the time
to explain the process is an important step in building a relationship of trust with citizens. I am
accountable to ensure their tax dollars are spent in the manner most advantageous to the county,
within the parameters of the procurement ordinance.

Carrie Woodell
PAD 6037
The biography that I selected for analysis is entitled “The Prince of the City Giuliani,
New York and the Genius of American Life” by Fred Siegel. The book provided an extensive
insight into Rudy Giuliani’s rise through the ranks of New York politics and the leadership style
that he developed during his tenure as the Mayor of the City of New York. Rudy Giuliani was
elected as Mayor in the fall of 1993, after one unsuccessful run at the same office four years
earlier. This was a monumental accomplishment for a man who had never held an elected
position previously.
It goes without saying that Mr. Giuliani assumed control of one of the largest public
sector agencies outside of the federal government. I consider this public sector agency to be an
open rational organization. While the agency is focused on providing services efficiently to the
citizens, management realizes that they do not function in a vacuum. The administrative
decisions that are made can have a profound affect on many in the organizational environment,
such as local political activists, unions, citizen groups and the presidents of the five boroughs
that reside within the city limits. I pondered the concept of environmental enactment, because
Giuliani would set his sights specifically on a geographical area or an agency division that was in
need of renovation or reform. In doing so, he was selecting which relationships to focus on,
regardless of the fallout that was sure to come. It also occurred to me that institutional theory
was a part of the Giuliani administration. His position allowed him to shape the organizational
environment. During his tenure as mayor, a revitalization of Harlem was complete, the City
University of New York experienced major reform, as did the Fulton Fish Market. It would seem
to me that any open rational organization would practice institutional theory on some level.
Mayor Giuliani inherited a city in disarray. He was challenged by high homicide rates,
one-eighth of his citizens receiving welfare payments, and a budget deficit of $2.8 billion. These
staggering numbers forced Giuliani to practice Transaction Cost Theory, in which he analyzed
the cost of doing business in an effort to minimize those costs. To accomplish this, he began to
assess the feasibility of outsourcing some of the services currently being provided in house.
Needless to say, this was not popular among the various unions that served the public sector
workers. Additionally, he needed to determine what to do with the “nearly 5,000 abandoned
buildings…500 gas stations, seventeen hospitals, radio and television stations” (Siegel, 99) that
reside within the city’s cache of assets. Those were not the only issues the new Mayor was
facing. During his predecessor’s administration, scores of companies had closed up their New
York operations and moved to New Jersey to take advantage of the lower taxes. A direct result
of this exodus from the city was “losing an average of 235 jobs a day for four years” (Siegel, 99).
Another point of concern was to ensure that his city was receiving the appropriate amount of
state revenue that is owed. To say he had his hands full was a huge understatement, and many
questioned if this rookie politician was up to the monumental task ahead of him Would he rise to
the occasion or would he prove all of his democratic rivals right?
Giuliani had an opportunity to shape the culture of his organization from the outset. He
believed in efficiency and open lines of communication, even if the message would not be well
received. Taking a page from his days as a prosecuting attorney, he implemented mandatory
8a.m. meetings each morning with key staff. This allowed time for critical face-to-face time to
obtain a status briefing and discuss critical issues.
1

He believed in being well educated on the issues and although he would take a position on an
issue, he was not above being challenged on it and was willing to change his position if enough
justification was presented.
I consider Giuliani to be a transactional leader. He was very focused on achieving goals,
no matter who was affected or if it might reflect back negatively on him in some way. He would
remain focused on the big picture, striving to make his city a better place, one initiative at a time.
His objective was to identify one area in need of reform and focus his attention on a positive
solution. Giuliani understood the risk of being controversial, he understood the potential of
creating conflict. “Conflict arises whenever interests collide” (Morgan, 163). Given the political
environment he was in, he realized that the actions he would propose would inevitably offend at
least one faction and bring conflict into the public arena. Much as a good negotiator would do,
he planned and prepared so he would not be caught off guard when the opposition mounted.
One of the first issues that Giuliani chose to focus on was panhandling carried out by the
men referred to as the “squeegees”. These men would aggressively approach travelers and offer
to clean their vehicle in exchange for spare change. They were extremely persistent and an
annoyance to vehicle owners who felt they were bullied. But no matter how many tickets were
issued, they went largely ignored and the actions continued. Mayor Giuliani recognized the big
picture of crime in his city, but felt it necessary to begin with the smaller issues which would
then manifest into resolving the larger issues. This concept became known as broken-windows
policing. At his direction, the police began arresting the squeegees and the result was a sharp
decline in the illegal activities. Once the word hit the streets of the crackdown, nearly half of the
violators had fled the area. The remaining perpetrators would be subject to arrest and a very
short time later, the problem became non-existent.
Another transactional example is when Giuliani decided to tackle the need for major
welfare reform. His idea was to implement a program to put folks back to work, to make then
self-sufficient. His ultimate plan included putting welfare recipients to work at city facilities,
including cleaning the parks to work off their benefits. He realized that he would have to
contend with the unions who would be concerned about lay offs of union workers. So he
decided to use another angle. His tactic was to threaten privatization of city services, in an effort
to get the buy in from the unions. His plan worked, unions fearful of the job loss accepted the
compromise of allowing welfare recipients to work in city parks in exchange for a “no-layoff
promise for all but his hospital workers” (Siegel, 161). The result was an overwhelming success,
as evidenced by a double-digit reduction in the number of welfare recipients.
Giuliani’s leadership approach was somewhat of an anomaly. He practiced a taskcentered approach to leadership, which is seen to be a Theory X style. However, Giuliani
subscribed to more of a Theory Y approach in which he had great confidence in his staff and
allowed them to carry out their jobs without micromanaging their activities. He believed in
surrounding himself with the most qualified individuals for the job. That said, he subscribed to a
high level of accountability and held people responsible for their actions, even if it meant they
would leave his administration. He believed in leading by example and not expecting others to
do what he was not willing to do himself. He believed in being as prepared he can for any given
situation he would be facing, that meant educating himself on the issues to the greatest extent
possible, so he could speak and make decisions based on the facts and allow for him to defend
his actions in an intelligent manner. He also believed in confronting an issue head on and having
a better offense for any defense that he might encounter.
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It is that approach that separated him from his predecessor as an effective leader. Former Mayor
Dinkins was caught off guard on many occasions, which could have contributed to the lack of
confidence among voters, resulting in his loss to Mr. Giuliani by nearly 50,000 votes.
Perhaps the most appropriate theory to describe Mayor Giuliani’s motivation is
McClelland’s Learning Needs Theory. This theory centers on the need for achievement, power
and affiliation. Of those three drivers, the one most important to Giuliani appears to be the need
for achievement. While he was arguably the most powerful mayor of a large city in the United
States, he was not a power-hungry leader, he did not let his position go to his head or affect his
demeanor. He did recognize the level of power that his position commanded, and was not afraid
to assert himself if the situation dictated the necessity to do so. As mentioned previously, at
times the decisions that Giuliani made had an impact on any number of groups, including
activists, civic groups, borough presidents and unions. At times, he proceeded toward goal
achievement without engaging those that may be impacted simply because he was confident in
the action that needed to be taken and felt it unnecessary for any discussion about his decision.
Other times, he understood the need to collaborate on an initiative to either achieve the necessary
buy-in or simply to advise them of his plan and to communicate the course of action that would
transpire if he did not obtain the buy-in as desired. This was the case when he identified the cost
savings of merging the NYPD, the Metropolitan Transit Authority (MTA) and the Housing
Authority Police. He outlined the inefficiencies of running three separate law enforcement
offices, but was met by union opposition and a bevy of lawsuits. He then chose to abandon the
diplomatic approach and threaten to revoke funding for the MTA if they did not fall in line with
the consolidation effort. Needless to say, money talks and he was successful in this major
merger that had been attempted but failed during the Koch administration. Giuliani was a master
at identifying inefficiencies, calculating a plan to initiate reform, and backing up his plan with
consequences for those that did not follow along with the initiative. Of the three factors detailed
in McClelland’s Learning Needs Theory, I believe the need for achievement was the motivating
factor for Rudy Giuliani. While he was extremely focused on achieving the goals he had
established, his satisfaction was not on a personal level, rather knowing that he had accomplished
something for the betterment of his beloved city. Once a goal had been achieved, he would
promptly turn his sights on the next issue in need of reform, no matter how bleak the situation
appeared. “Those who focus on attaining success tend to set more realistic goals and to choose
moderately difficult tasks” (Gibson, Ivancevich, Donnelly, & Konopaske, 142).
One of the negatives of the biography was that the author did not delve into what drove
Giuliani to take the step from law into politics. I was not able to grasp any of the personal
motivations that drive Giuliani or what prompted him to dive into the political arena of New
York City. It also failed to detail many of the affiliations that Giuliani had formed while
transitioning into politics, nor did it identify any mentors or advocates who may have opened
some doors for him along his way. I would have preferred to have read about these points rather
than the numerous chapters that described the state of disarray that transpired before Giuliani
would make a successful run for office. Morgan states that “power is a route to power, and one
can often use power to acquire more” (192). If we apply this logic, then perhaps we can deduce
that Giuliani did indeed have higher aspirations than the office of Mayor of New York City. Did
he have a personal goal to serve in a higher office even before mounting his first campaign for
the mayor ship?
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Giuliani was extremely successful in implementing changes that would result in the
reformation of New York City. He was a visionary who was completely focused on the
betterment of his city. During his tenure as Mayor, crime rates dropped significantly, the welfare
system was reformed, private sector businesses returned to the city, resulting in an increased
number of job opportunities, CompStat was implemented which allowed for computerized
mapping of crime data, the revitalization of Harlem was complete, the Fulton Fish Market was
“recaptured” from the mob influences and returned to a place of vitality among the community,
and the City University of New York (CUNY) underwent an educational reformation of its own
resulting in higher standards, an increase applications from students, an increase in the monetary
gifts from alumni, and “increased the level of academic achievement” (Siegel, 247).
As Mayor, Giuliani made his mark in so many areas, despite a high level of opposition
from Democrats who were determined to see him fail. What strikes me as most interesting is
that despite all of the successes that he achieved during his tenure, the event that solidified him
as a successful leader among not only his citizenry, but the nation as a whole, was his decisive
action and leadership that was present directly after the attacks of September 11, 2001.
September 11, 2001 will go down in history as the worst act of terrorism to occur on U.S.
soil to date. Ironically, this is the same date that the democratic primary would be held to
determine the candidate to run for the seat soon to become vacated by Giuliani. Immediately
following the news that a plane had crashed into the World Trade Center, Giuliani headed to the
scene. After receiving a briefing about what was known at the time, he began a coordinated
effort “to reestablish a command center in the midst of the chaos” (Siegel, 303). Perhaps the
most poignant moment for those of us captivated by the events that would unfold in a matter of
hours, was the television coverage of Mayor Giuliani walking down the street, covered in soot
and holding a mask over his mouth, flanked with shocked citizens that he would attempt to
console and convince to evacuate the area in as orderly a manner as possible. At that time,
President Bush was in Sarasota, Florida and would not be heard from publicly until well into the
evening. For the better part of the day, Mayor Giuliani became the face of the nation, the one
that would face the media cameras in an attempt to restore a sense of calmness, the one that
“returned to Ground Zero five times that fateful day, connected with the heart and soul of the
city” (Siegel, 305). In the days and weeks to come, he would work closely with his key staff to
ensure a thorough recovery effort was undertaken. He would also have the daunting task of
attending funerals for many of the public safety personnel who had perished while attempting to
save others believed to be trapped in the World Trade Center. While these devastating tasks
were carried out, he managed to remain strong in appearance and sought to reassure the nation
that the city would recover from this horrific event and would return to a strong and united city.
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4b. Value and Demonstrate Commitment
Professionalism in Serving the Public

and

Title of Evidence: William Robertson Case Study

Assignment from PAD 6037 Public Organization Management
Self-Assessment Score:

4

Instructor Assessment Score:

Criteria Met: Can demonstrate the use of reflecting thinking/practitioner toward
the resolution of a real dilemma or toward the achievement of a personal goal.
Demonstrates own capacity to undertake active listening and/or responsive practice
in real life settings.

Competency Grading Rubric for
4b. Value and Demonstrate Commitment and Professionalism in Serving the
Public

Written Reflection
4b. Value and Demonstrate Commitment and Professionalism in Serving the Public

The selected research paper that follows meets the National Association of Schools of
Public Affairs Administration (NASPAA) core competency requirement of developing the ability
‘to articulate and apply a public service perspective’ and its sub-competency of ‘value and
demonstrate commitment and professionalism in serving the public’, as it demonstrates an
understanding of the qualities a manager dedicated to public service should possess.
The case of William Robertson highlights several key characteristics that demonstrate his
commitment to public service and the ability to conduct himself in a professional manner. Not
only did Mr. Robertson engage in communication with the public in an effort to educate and foster
relationships, he empowered his employees to become involved on the same level. His strong
work ethic and integrity permeated throughout bureau, creating an environment of greater
efficiency in the services they performed. He believed in working alongside his employees in the
field to understand the conditions they encountered daily, and fostered a greater level of trust
among staff. He also developed alliances with the other city departments, pledging to support their
operation whenever necessary, which in turn will be reciprocated. Mr. Robertson is a great
example of a dedicated public service employee. He understands the need to foster relationships
with citizens, employees and throughout the organization to accomplish common goals.
For well over a decade, I have focused on solidifying my dedication not only to the
organizations I have been fortunate to work for, but to the procurement profession as a whole. I
developed personal goals which focused on my professional development in procurement as well
as initiatives to elevate my agency’s procurement division. Over the course of a decade I achieved

my goals of obtaining nine professional procurement certifications (as outlined in my resume) and
serving as a presenter at local, state and national procurement conferences. Additionally, I was
honored to receive the Achievement of Excellent in Procurement Award each year my division
participated in the program. Obtaining this award for my agency was an excellent opportunity to
demonstrate my staff’s commitment to our organization and our ability to meet national standards
for procurement practices. We proudly presented the award to the Mayor at a Commission
meeting, elaborating on the extensive award criteria and the limited number of organizations who
receive the award. This serves as an excellent resource to demonstrate our commitment and
professionalism in serving the public

The case of William Robertson, director of the City of Los Angeles’ Bureau of Street Services, is
inspirational. It appears that Mr. Robertson’s rise through the Marine Corps taught him some valuable
lessons that helped him to become successful in his rise through the “ranks” of the Bureau of Street
Services.
One of the key lessons to take from this case is the importance of respect for subordinates. He displays
great interpersonal skills with his employees as evidenced by his respectful nature which in turn gains
respect for himself as the boss. He exudes person-centered behavior by encouraging his employees to
step out of their comfort zone and communicate with the public. Over a period of time, this
engagement with the public will become more comfortable, thus developing the employee on some
level.
Along with engaging his employees, he successfully engaged the citizenry he serves. Mr. Robertson
realized that he needed to engage the citizens and educate them on the battles he faces while trying to
perform his job. During the course of this educational process, he has gained the trust of the citizens,
which has resulted in them championing on his behalf to overcome some of the hurdles to allow for a
more productive bureau. This is quite ingenious as he identified what could become a potential
problem (angry citizens) and turned it into an opportunity (community advocates).
Perhaps the most impressive thing I learned about Mr. Robertson was his optimistic attitude that no
matter what position he was serving in, he would strive to make a difference. He mentioned this fact in
the video we watched in class, discussing how he was able to process five loads a day while the daily
average for existing employees was three loads. When it was brought to his attention that he was
working “too hard” and was making the others look bad, he had a choice to make. Should be slow down
his work pace so as not to outshine the others and potentially cause resentment? Or should be keep up
his aggressive pace and strive to raise the level of effort among his peers? He opted for the latter, which
speaks to the work ethic and integrity he has.
One of the most endearing qualities described in the case was Mr. Robertson’s philosophy on what
makes a good leader. He feels that there needs to be a close connection to his employees, that he
needs to be out “in the trenches” with them. Despite his current position, he still finds the relevance in
getting out of the office and working alongside his employees. That is such an important practice and
one that is not often engaged in. It shows the workers that as a boss, he is approachable and can be on
the same level as them, despite the position. That goes a long way to building trust and a good rapport
with staff.
Mr. Robertson also realizes the importance of strong alliances among the other departments within the
City. He recognizes the benefit of working together for the common good, instead of engaging in an “us
against them” mentality. He can see the big picture which is maintaining the level of service provided to
the citizens, even if it means deviating from traditional job functions to aid in the effort. His willingness
to help other departments will be reciprocated should the need arise.
Mr. Robertson is a team player who understands the importance of employees, the need for a mutually
respectful relationship with them as well as the citizens he serves.

4c. Communicate Public Interest Based on Ethical
Reasoning and Democratic Participation
Title of Evidence: Chapter 5 Highlights: Assessing Internal and
External Environments

Assignment from PAD 6335 Strategic Planning and Management
Self-Assessment Score:

4

Instructor Assessment Score:

Criteria Met: Is able to diagnose an ethical dilemma, apply specific ethical
frameworks to study it, and articulate ways of resolving the dilemma. Can clearly
articulate my own ethical framework and cite examples of how it applies to past,
present or future practice.

Competency Grading Rubric for
4c. Communicate Public Interest Based on Ethical Reasoning and Democratic
Participation

Written Reflection
4c. Communicate Public Interest Based on Ethical Reasoning and Democratic Participation

The selected research paper that follows meets the National Association of Schools of
Public Affairs Administration (NASPAA) core competency requirement of developing the ability
‘to articulate and apply a public service perspective’ and its sub-competency of ‘communicating
public interest based on ethical reasoning and democratic participation’, as it demonstrates an
understanding of the importance of the inclusive participation in the strategic planning processes
to identify initiatives that best serve the public interest.
Strategic planning seeks to identify strengths and weaknesses within an organization as
well as opportunities and challenges that exist outside the organization. Because consideration is
given to external stakeholders, it is important that they be included in the strategic planning
process. Several techniques can be used to foster participation during the SWOC analysis, and
facilitators should ensure that all participants have an understanding of the process and the
intended overall outcome. During the process, participants could introduce areas of concern, some
of which could pose an ethical dilemma to the organization.
As public managers, we have a responsibility to conduct ourselves in the most ethical
manner possible, as this is the cornerstone of building public trust. If we are introduced to a
situation which challenges the integrity of the organization or the procedures it has adopted, we
are compelled to fully investigate the situation to determine a course of action. Failure to react to
a known situation can be detrimental to the credibility of the organization as well as its leadership.
As Purchasing Manager for the City of Winter Park, I also served as administrator for the
city-wide procurement card program. The program was implemented in 2006 and included over

140 cardholders.

A mandatory training program was implemented, prior to receipt of the

procurement card, and a series of audits was established to ensure misuse of the cards did not
occur. While misuse of the card did not occur during my tenure, protocols were established to
ensure the integrity of the program was not challenged. During my mandatory training sessions, I
stressed the importance of adhering to the policy and cautioned to “ask permission rather than
forgiveness” when in doubt of program guidelines. This advice proved to be quite sound, as
cardholders would regularly contact me to explain their situation and seek guidance on how to
proceed. They understood the responsibility that came with possession of the procurement card
and sought to ensure they conducted themselves in an ethical manner at all times.
As Purchasing Manager, I was also tasked with ensuring city-wide compliance with the
Purchasing Policy. It was my responsibility to oversee all procurement activities, ensuring they
were compliant with policy as well as the State Statutes that govern procurement. In the event that
I identified that a department was heading down a path that concerned me, I would schedule a
meeting to discuss my concerns and identify a strategy that would allow them to achieve their
objective within the confines of the policy.

Carrie Woodell
February 22, 2011
Chapter 5 Highlights
Chapter five focuses on step four of the strategic planning process, which is assessing the
internal and external environments and identifying the strengths, weaknesses, opportunities and
challenges. The assessment of strengths and weakness will be determined within the
organization, whereas the opportunities and challenges are assessed externally. The assessment
process is an important component of the strategic planning cycle in that it serves to identify the
vitality of an organization in relation to the environment in which it exists.
I found it interesting that the terminology had changed with regards to the external
assessment of challenges. I have always learned and heard it referred to as threats, however
Bryon explains that “experience and research indicate that talking about threats may be too
threatening to many strategic planning participants” (Bryson, 2004). It occurred to me that while
it may seem like a matter of semantics, for participants who are unfamiliar with the strategic
planning process, hearing the word “threat” may prompt participants to take the term too literally
(and perhaps too broadly). The term “challenge” tends to be less drastic and can bring the
assessment to a closer level for participants to work with.
Bryson explains in the text that an organization may be aided in looking forward by first
looking at the past. He provides information on several exercise techniques that may be used to
accomplish this. Additionally the text provided an example of a SWOC analysis, which resulted
from one of the exercise techniques, snow cards.

Last year I was engaged in the strategic planning process for a local non-profit
organization of which I am the chapter President. While the end result is a document that will
help guide us through the coming years, there were some hiccups we experienced during the
process. Some of the participants in the strategic planning process were unfamiliar with strategic
planning in general and more foreign was the process to be undertaken. They had never been
exposed to a SWOT (or SWOC) analysis and didn’t understand which were internal and
external. We did not conduct a “kick off” meeting in which the process was explained and an
opportunity was provided for participants to ask questions. In hindsight, that would have proved
not only to be helpful, but it would have made for a more efficient process.

Works Cited
Bryson, J. M. (2004). Strategic Planning for Public and Nonprofit Organizations. San Francisco: JosseyBass.

Competency 5: Ability to Communicate and
Interact Productively with a Diverse and
Changing Workforce and Citizenry

Skill or Knowledge Capacity Evidence Included

5b. Incorporate major concepts, skills, process, policies in public service and
nonprofit organization human resource
5c. Convene and collaborate with diverse stakeholders to produce consensus
5d. Negotiate interest-based resolutions with stakeholders experiencing conflict

5b. Incorporate Major Concepts, Skills, Process, Policies
in Public Service and Nonprofit Organization Human
Resource
Title of Evidence: Chapters 8, 9 and 10 Summaries: Personnel
Retention, Recruitment, Selection and Professional Development

Assignment from PAD 6417 Human Resource Management
Self-Assessment Score:

4

Instructor Assessment Score:

Criteria Met: Can point to instances in which I have lead or initiated projects or
systems designed to improve human resource management practices within a
specific setting.

Competency Grading Rubric for
5b. Incorporate Major Concepts, Skills, Process, Policies

Written Reflection
5b. Incorporate Major Concepts, Skills, Process, Policies in Public Service and Nonprofit
Organization Human Resource

The selected research paper that follows meets the National Association of Schools of
Public Affairs Administration (NASPAA) core competency requirement of developing the ‘ability
to communicate and interact productively with a diverse and changing workforce and citizenry’
and its sub-competency of ‘incorporating major concepts, skills, process, policies in public service
and nonprofit organization human resource’, as it demonstrates a comprehensive understanding of
the opportunities and challenges and in the field of human resource management.
Public managers do not exist in a vacuum, rather they rely heavily upon their staff to
perform effectively in carrying out project objectives. Human capital is the heartbeat of an
organization, and leaders must have a comprehensive understanding of the various aspects related
to personnel management. Public sector managers today are facing the challenge of retaining
skilled personnel at a time when salary increases are either non-existent or minimal. Managers
must be creative in finding non-compensatory means to reward personnel, maintain positive
morale and encourage innovation and efficient performance. Additionally, recruitment of highly
skilled applicants can prove difficult if a competitive salary is not available. Smaller public sector
organizations find this to be a real challenge when competing for highly qualified applicants
against larger agencies who can offer a more attractive salary and benefits package.
Managers face additional challenges with personnel in the areas of performance
evaluations and discipline. A number of local government agencies subscribe to a performancebased evaluation system, as opposite to a merit pay system, which can also prove problematic
when personnel feel they were evaluate unfairly. Employees who fail to perform to expectations

can be subject to various forms of discipline including verbal and written warnings, suspension
and termination. Enforcing discipline can lead to adverse reactions including decreased morale, a
decline in productivity or spreading negativity among the workforce. As managers, we must be
aware of the potential for all of these scenarios to occur and develop a strategy to mitigate the
impact.
During my employment at the City of Winter Park, we transitioned from merit pay to a
performance-based evaluation system. The percent of salary increase earned was based on the
overall evaluation scoring formula. Only the highest performers were afforded the maximum
percent of salary increase (3%). The evaluation process also required the identification of at least
three goals for each employee to achieve within the upcoming year. Achievement of those goals
will be factored in to the next performance evaluation. One of the challenges that I faced as a
manager related to an employee that was unable to identify any goals for the upcoming year. I
spent significant time with this employee to understand what his professional goals were and used
that information to assist in structuring his work goals. It was important to both of us that the goals
were aligned with the SMART model. This was crucial to ensure that goal achievement would be
possible within the annual evaluation period. Working with him through this process reiterated
the team environment and open lines of communication, both of which are important to a
productive office.

Carrie Woodell
PAD 6417
Chapters 8, 9 and 10 Summaries
Chapter eight focuses on what could be the most challenging topics faced by human resource personnel
across sectors, retention and recruitment. In particular, this chapter analyzes how the non-profit sector
deals with these issues.
In terms of compensation (wages and benefits), the non-profit sector appears to fall in between the
public and private sectors. Even within the non-profit sector, the size and funding capabilities of the
organization impact on the level of compensation they are able to offer. This can create a huge
challenge for non-profits in recruiting personnel that possess the needed knowledge, skills and abilities.
Additionally, non-profits must achieve a demographic balance to ensure its personnel are representative
of the core group of people it serves. Even if a non-profit is fortunate enough to achieve positive
recruitment, they are challenged with the highest employee turnover rate among all three sectors.
This chapter outlines point of focus that non-profit organizations need to incorporate to realize success
in recruitment and retention of personnel. From a recruitment standpoint, it is important for nonprofits to understand what drives their applicants to this sector. Recognizing that compensation is only
one component of the employment package, uncovering what non-compensation motivators are
important to the applicants is key in the selection process. It is those non-compensation motivators that
will ultimately aid in retaining qualified personnel. Factors such as flextime, the ability to work
remotely, professional development opportunities, healthcare benefits, subsidies and leave time are all
important to the current workforce.
Chapter nine focuses on issues, challenges and changes in recruitment and selection, predominately in
the public sector. Over the past few decades, the public sector has generally been viewed as a viable
destination for job seekers, due to generous benefit packages as well as the sense of workplace stability.
While the wages offered are not typically comparable to those of the private sector, the public sector
benefit packages were lucrative enough to recruit and retain qualified workers.
Fast forward to today, where public sector jobs are not so secure and the majority of state and local
workers have not received an increase in wages for the last several years. Compound that with the
“graying” of the public sector workforce as well as the decline of public confidence in government, it is
apparent that human resources personnel in the public sector have their work cut out for them!
This chapter introduces the concept of individual employee development plans (IDPs) and a training
partnership between employee-employer as a means of raising competencies and skills to match the
changes in technology. And while the authors identify the need to increase training budgets by 2% to
accomplish this, the reality is that training budgets are the first to get reduced or eliminated during the
budgeting process. It is not uncommon for public sector organizations to freeze out of town travel as
well as significantly reduce the amount of dollars allocated to training and professional development.

As identified in previous chapters, an organization-wide needs assessment should be conducted as a
first step in the recruitment process. This includes updating job analyses for each position as well as
review and analysis of the current performance evaluation system. Recruitment strategies identified
include passive, midrange and active; each of which can be effective on some level.
There is much to be considered and decided as it relates to recruitment activities. Should they be
centralized within human resources, or deleted to the departments? Should there be residency
requirements or any preference given to veterans of the military? Wherever possible, should the
organization look internally to fill positions, or are there advantages to looking externally as well?
Innovative recruitment practices identified in this chapter include those related to wages, benefits,
process and selection. This includes utilizing available technological tools in the recruitment and
selection processes.
Chapter ten focuses on performance appraisals and the problems that surround them. It identifies the
six techniques currently being used for performance appraisals: 360 degree appraisal, pass/fail
appraisal, team appraisal, competency-based appraisal, star appraisal and developmental appraisal.
As we have discussed in class, there can be major flaws with appraisal systems and it is suggested to
either commit to them completely or not do them at all. Of the subjective appraisals are essay, graphic
rating scale and checklist or forced choice. The accuracy of subjective appraisals is questionable at best.
Objective instruments include behaviorally anchored rating scales (BARS) and management by
objectives (MBO).
360 degree appraisals incorporate feedback from multiple sources within the organization. This can
include supervisor, subordinate, peer and even a self rating). While it seeks to provide a more balanced
appraisal, the process can be time consuming and costly.
Pass/Fail appraisals seek to establish the differential between good and better employees. This allows
supervisors and managers to focus on developmental improvements for those who in the “fail”
category. The book mentions that the popularity of this type of appraisal is diminishing, which comes as
no surprise to me. It seems to cut and dry with no room in the middle. What about those who are not
quite the best but not quite a failure either…where is the gray matter? How can it serve as a tool to
indicate promotion potential?
Team appraisal is another method that appears to be non-effective in the public sector work
environment. It seeks to incorporate measures of teamwork and overall team results. This can have a
negative impact on the team members who feel some are unjustly rewarded for the work of the team.
Competency-based appraisals allows the evaluation emphasis to be based on skills and competencies as
opposed to tasks and behaviors. It seems that this would become one of the more preferred appraisal
techniques for organizations, as it not only allows the employee to place their focus on a more strategic
level, but is also allows managers to commit to a plan of continual development of its staff. That will
also aid in succession planning and give staff a sense of employer commitment to their tenure and the
possibility of future promotion.

Star appraisal is a pay-for-performance system that distinguishes between levels of good and better,
where exceptional performance is rewarded. The rating dictates the level of merit pay increase the
employee will receive. The lower the rating, the lower the merit increase. This is the current system
utilized by the City of Winter Park. It replaced the previous system of subjective rating which allowed
employees to realize the same base increase across the board. I prefer the pay-for-performance
method because I feel it is less subjective and fairer, as it is based on the individual’s effort.
Developmental performance appraisal focuses on adding value to the employee, by focusing on their
potential rather than current skills. It seeks to link appraisal to training; however this is not a fool-proof
system by any means. The organization must determine what value or benefit will be received from
enhancing the skills of the individual. And there is always a risk that the employee could leave for a
more lucrative position elsewhere, thereby rendering the investment an internal failure.

5c. Convene and Collaborate With Diverse Stakeholders
to Produce Consensus
Title of Evidence: Facilitation Technique: Mind Mapping

Assignment from PAD 6335 Strategic Planning and Management
Self-Assessment Score:

4

Instructor Assessment Score:

Criteria Met: Demonstrates a capacity to be aware of own behavior and its
impacts on others, a capacity to understand how discrimination impacts.

Competency Grading Rubric for
5c. Convene and Collaborate With Diverse Stakeholders to Produce Consensus

Written Reflection
5c. Convene and Collaborate with Diverse Stakeholders to Produce Consensus

The selected research paper that follows meets the National Association of Schools of
Public Affairs Administration (NASPAA) core competency requirement of developing the ‘ability
to communicate and interact productively with a diverse and changing workforce and citizenry’
and its sub-competency of ‘convening and collaborate with diverse stakeholders to produce
consensus’, as it demonstrates an understanding of techniques which can be used to foster
consensus among diverse stakeholders.
As managers, we must be aware of the various stakeholders and their positions on any
given subject. The challenge is to utilize techniques that will foster healthy discussion and
ultimately result in consensus. The subject itself may dictate the required technique, while other
times the stakeholders may be the determinate. An effective strategy requires the facilitator to be
aware of the differences and commonalities that exist prior to engaging in discussion with the
various stakeholders. Additionally, the facilitator must remain impartial, so there is no perception
of bias toward any particular stakeholder or solution. Building consensus can be better achieved
utilizing the skills of an individual who is independent of the organization and topic, which
provides the participants with a sense of neutrality, which may foster open discussion. After all,
the goal of the process is to ultimately reach consensus, not to steer participants in a particular
direction.
As Administrator for the Orange County Procurement Division, I am tasked with serving
as the non-voting chair (facilitator) for procurement committee meetings, which convene to
evaluate, discuss and score proposals received in response to various formal solicitations.

Strategically, the procurement committee consists of staff from various disciplines within the
county, who provide differing perspectives in the evaluation process. At the beginning of the
meeting, I provide various instructions to the committee, one of which requests flexibility
throughout the scoring process, as they may be privy to additional information during this publicly
noticed and recorded meeting that they were not previously introduced to. I stress that we are
ultimately seeking to reach consensus on each of the evaluation criteria per proposal. If during the
process it is apparent that the scoring is varied, I facilitate discussion among the members in an
effort to identify commonality among perspectives and ultimately achieve consensus scoring. As
a member of the procurement committee, I review all proposals prior to the meeting so I can
effectively facilitate the discussion, but as a non-voting member I remain impartial throughout the
process. The majority of occurrences result in consensus, however this is not an exact science,
and there are times when consensus is not possible. The process is structured to ensure that all
perspectives are considered in the evaluation process, which is crucial to the success of the
contract.
I have served as President of two public procurement associations within the past three
years, both of which have engaged in the strategic planning process. In both instances, participants
were representative of varying public sector agency types, including municipalities, counties,
special authorities and school districts. Participant diversity was important to understand the
different perspectives and how our strategic objectives will impact the association’s membership,
ensure that each agency type was represented, and avoid any perception of efforts to exclude
participation.

Carrie Woodell
February 13, 2011
Facilitation Technique – Mind Mapping
The facilitation technique I selected to research is mind mapping. Mind mapping is similar to a
decision tree in that it is a visual representation of captured ideas that are expressed during a meeting
or brainstorming session. This technique allows for a structured approach to idea sharing and aids with
the flow of communication as ideas build throughout the process as the map is created. It also provides
a more informal process to spark ideas and creativity while capturing relevant alternatives or potential
solutions to the issue at hand.
Mind mapping may prove to be useful in identifying potential solutions for complex problems or
to identify creative alternatives to a new project. Consider a local government agency that wants to
explore implementation of WiFi throughout its jurisdiction. A facilitator could engage administrators,
staff, business owners and citizens in mind mapping to identify the implementation alternatives, expand
upon each to determine which strategies have the potential of gaining political and citizen acceptance
and are feasible within the current budgeted funding.
Materials for this technique are minimal. All that is needed is an easel pad and markers to
document the ideas as they are communicated. To begin the exercise, draw an image or write a word
in the middle of the page that represents the topic of discussion. As ideas/subtopics are spoken, write
them on the pad and draw a line connecting it to the image or word at the center. Repeat the process,
if any subtopics are discussed, place them with a line linking them to the respective topic or idea. The
end result should visually appear to branch out from the center. The facilitator should be cautioned to
keep the phrases as short as possible so as not to use up too much space on the easel pad when
documenting ideas. Additionally, the facilitator may opt to call on all participants to ensure at least one
idea or subtopic is provided by each attendee.

To emphasis important ideas with a high level of consensus, the facilitator may choose to use a different
color marker or perhaps make the line bold that connects back to the original image or word.

Works Cited
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5d. Negotiate Interest-Based Resolutions
Stakeholders Experiencing Conflict

With

Title of Evidence: Personnel Motivation

Assignment from PAD 6037 Public Organization Management
Self-Assessment Score:

4

Instructor Assessment Score:

Criteria Met: Can point to examples in which I have created or lead teams or
coalitions. Can apply teaming and coalition building concepts to describe the
experience.

Competency Grading Rubric for
5d. Negotiate Interest-Based Resolutions With Stakeholders Experiencing
Conflict

Written Reflection
5d. Negotiate Interest-Based Resolutions with Stakeholders Experiencing Conflict

The selected research paper that follows meets the National Association of Schools of
Public Affairs Administration (NASPAA) core competency requirement of developing the ‘ability
to communicate and interact productively with a diverse and changing workforce and citizenry’
and its sub-competency of ‘negotiating interest-based resolutions with stakeholders experiencing
conflict’, as it demonstrates an understanding of the challenges managers face when internal
conflict arises.
Public managers must be aware of the various strategies to employ when conflict arises,
and also recognize when the conflict is insurmountable and warrants a change of direction. The
example of Mr. Felix demonstrates that staffing changes sometimes become necessary, and can
result in a revitalization of the team, which fosters increased morale and performance. While it
can be a difficult decision to make, this case proves that the end does justify the means. As
managers, we need to learn from these experiences and identify strategies to mitigate internal
conflicts to the extent possible, including maintaining a culture of open communication, where
employees feel comfortable discussing challenges they face.
Whether leading a team of volunteers or personnel, the possibility for conflict is
always present. How we manage the situation will have a direct impact on the team as well as the
project outcome. Certainly conflict is an area that many leaders prefer to avoid, but the damage
that can be realized by not addressing the situation can be far worse than facing it head on and
resolving it as quickly as possible. Conflicts left unaddressed can virtually disintegrate team
dynamics, lower morale and cause the project initiatives to veer off course. A strong manager

such as Mr. Felix must take the appropriate steps to promptly address the issue and mitigate the
damage to the extent possible.
As President of the Florida Association of Public Procurement Officials, I had the privilege
of leading an organization of over 800 members. I assembled a team of over 50 procurement
professionals to implement objectives established through our strategic planning process.
Collaborating with that volume of volunteers inevitably introduced several instances of conflict.
Key to resolving the conflict was understanding the differing perspectives and fostering open
dialogue, allowing us to collectively resolve the issue and continue to productively work as a team.

The new position at the Cultural Programs Division was indeed a tumultuous endeavor for Mr. Felix. He
inherited a dysfunctional staff, some of whom were not suited for the positions they held, thus leading
to dissention among coworkers. Needless to say Mr. Felix had some tough decisions to make and each
one would affect the remaining staff.
Several lessons were learned though this case study, including the importance of communication with
staff and actually listening to their concerns instead of just hearing them, the necessity of a team
approach from the onset of a new position in management, recognizing that difficult decisions must be
made for the betterment of the organization and the importance of a mission statement so employees
understand the purpose of the organization. The one question that lingers in my mind is how did the
original staff get hired in the first place when they did not have the proper experience to hold the
position?
I do agree with the actions Mr. Felix took. He recognized that retaining employees who were further
deflating the morale of coworkers was not a practice that could continue. He recognized the
consequences of his actions, increased workload on the remaining staff, but felt that the end justified
the means and it would be a temporary situation that if handled with a team approach, could be
overcome in a positive manner. As we saw as the case progressed, the end result of the transition was a
fully competent staff that works together as a team to accomplish the goals of the organization.
Additionally, the professional community began to recognize the program improvements and responded
positively.
If Mr. Felix intends to move forward in a manner that will keep staff resignations to a minimum in the
future, he will need to recognize the uniqueness of each employee and their motivational needs differ
as well. Specifically, Mr. Felix would want to recognize the various process theories of motivation. In
the detailed case, we know that Mr. Ambrose was overwhelmed with his project workload. The Goal
Theory of Motivation suggests that goals must be realistic and attainable. The case suggests that this
negative work environment existed for quite some time, which leads me to wonder if Reinforcement
Theory was practiced? Let’s take Mr. Ambrose again for this example. He was unable to manage his
project workload, but were there any consequences for his ineffectiveness on these projects?
Parameters need to be established so employees are aware of the specific expectations. Mr. Felix also
needs to remain aware of the internal relationships that form among staff. Negativity can be contagious
and he must remain sensitive to that point. As shown in the outlined case, some employees will jump
on the bandwagon and opt to leave employment when they see the exodus begin. A strong manager
will communicate with each individual, seeking to understand their professional goals and provide the
necessary resources to achieve those goals. If the manager can do that, not only does he/she recognize
the importance of Maslow’s Hierarchy of Needs, but the employee will feel empowered and thus strive
to advance to their level of fulfillment.

Personal Reflection

Carrie Woodell, 2014

Personal Reflection on the Future

My father was a huge advocate of higher education. While his level of education stopped
after obtaining a high school diploma, he always stressed the importance of continuing education
to my sister and me. He explained that obtaining an advanced education is something that can
never be taken away, and will only serve to strengthen future opportunities. My father passed
away 15 years ago, but I have never forgotten that piece of advice, it has been the cornerstone of
my thirst for education.
The decision to seek an advanced degree in Public Administration was an easy one for me.
Having been employed in local government and developing a passion for the public procurement
profession, it was a natural fit. Validating my father’s advice, it was apparent that in order for me
to progress professionally and prepare for positions of higher status within government, I would
need to supplement my procurement credentials with an advanced degree.

I had already

experienced opportunities for growth within the City of Winter Park shortly after obtaining my
Bachelor’s Degree in Public Administration. I knew that forging ahead and obtaining a Master’s
Degree in Public Administration would certainly provide me with the skills necessary to branch
out into a larger public environment and achieve self-actualization.
The journey through the graduate program has indeed been a fulfilling experience. I have
had the fortune of working with some incredibly talented students on various group projects,
learning from their unique perspectives and personal experiences. The caliber of professors in the
program is second to none. I have enjoyed the diversity of academics and practitioners, as it
provided the necessary balance between research and real world experience. Each professor
challenged me to expand my analytical and communication skills to prepare for upper management

opportunities within the public sector.

When I began the program, I was unaware how

comprehensive the curriculum was, or that it would expose me to concepts not previously
encountered during my local government tenure.
The competencies defined by the Network of Public Policy, Affairs, and Administration
(NASPAA) are the heartbeat of the MPA program.

Each course within the program has

strengthened my skills within the competencies, preparing me to accept additional responsibilities
in higher levels of government. In my current role as Procurement Administrator for Orange
County, I have vast exposure to the operations of a large government agency, which constantly
validates the necessity to gain comprehensive knowledge within all five competencies.
Developing this portfolio required me to recall my experience throughout the program, including
the group exercises, research projects, textbooks, literature reviews, presentations and notes. The
program was successful in not only honing current skills, but strengthening skills in areas in which
I was not so strong, such as strategic planning and finance.
I had the pleasure of meeting Mr. Peter Torvik, CEO and Managing Director of National
Association of Counties Financial Services at a conference last year and I inquired as to what skills
I should focus on to become well prepared for positions in upper management of government. I
explained to Mr. Torvik that I was in the MPA program, but was seeking input on additional
education that I should pursue after graduation. He advised that the area of finance is perhaps the
most important focus, but that an MPA certainly provides the well-rounded education that most
executives prefer.
The program has broadened my perspective and challenged me to recognize that public
sector decisions can have far-reaching impacts, and it is critical to identify all stakeholders during
the initial phases of program development. This is an important concept for me to consistently

apply in the workplace. As a procurement professional, I work with departments to understand
their requirements and ensure they are adequately described within the specification or scope of
work that will be included in the formal solicitation document. It is at this stage of review that I
must be aware of the potential impacts and who the various stakeholders are. I need to ensure that
the evaluation committee represents of all internal stakeholders so they have a voice to discuss
potential challenges and concerns.

As facilitator, it is my job to understand the differing

perspectives, and attempt to reach consensus among the participants. The Strategic Planning and
Management course broadened my understanding of stakeholder identification and provided me
with various facilitation tools that can assist in building consensus.
Human capital is vital to the success of any organization. Managing staff provides the
opportunity to contribute to their training and development for professional growth, but it also
forces managers to address uncomfortable situations that can occur in the workplace, such as poor
performance, inappropriate behavior, counseling, discipline and termination. Addressing these
occurrences can certainly be awkward and difficult, however ignoring the situation will only
compound the issue and deplete morale among the other team members. We also face a real
challenge today with retaining and recruiting skilled employees. Most government agencies in
Central Florida have felt the effects of a declining economy over the past several years, which has
resulted in forced layoffs, mandatory furlough days, or eliminated salary increases for multiple
years. The Human Resource Management course addressed these challenges and provided me
with strategies to reward staff who continue to perform well, despite the absence of financial
incentives.
Managing finances is a necessary tool for both personal and professional success.
Managers at all levels are responsible for the development and management of an operational

budget. To accomplish this successfully, we need to have a comprehensive understanding of the
financial structure of the organization, the balance between revenues and expenditures, the various
budget types, and the fund types that exist within each. I am held accountable for the budgetary
funds that are allocated to my division. As such, management of the funds is an important part of
my job responsibilities. Quarterly, I review a budget vs. actual report to understand the percentage
of encumbrances by line item to ensure I do not exceed funding allocations in any area. I rely on
this analysis when making decisions related to equipment upgrades, professional development,
hiring strategies and unforeseen expenditures. The Public Financial Management and Public
Budgeting courses were extremely beneficial to expand my knowledge of government finance,
particularly in the areas of debt financing, bonds, debt policy, and short vs. long term investment
strategies.
If there is one concept that has been emphasized throughout each course in the program, it
is the need for thorough analysis during the decision making process. Regardless of the situation,
managers must be apprised of and consider all relevant information before a strategy or decision
is rendered. Administrators may be challenged and must have sufficient evidence to justify their
decisions, to elected officials, staff, media, citizens and other stakeholders. There are numerous
analytical techniques that can said in the process, many of which were introduced in the Research
Methods in Public Administration and Analytical Techniques for Public Administration courses.
Additionally, the Advanced Concepts and Applications in Public Administration course addressed
evidence-based management and stressed the importance of utilizing “good” facts, discarding
irrelevant or unverified facts when performing analysis. Equally important to receiving relevant
facts is having them. Procurement is one of the disciplines that will almost always bring forth
consent items for consideration to the elected body. Several levels of review occur prior the actual

meeting date arrives. During the review meetings, I am responsible to effectively communicate
each consent item to the County Administrator and provide all pertinent facts about the
requirement as well as the procurement process that was conducted. This can prove to be
challenging, as I must anticipate to the best of my ability, what questions will be asked in each
instance. To prepare, I fully review all documents related to each procurement to understand the
background behind each requirement, the procurement strategy employed, any challenges that
were encountered during the process, and existing funding mechanisms.

I understand the

importance of performing comprehensive analysis to ensure effective decision making is achieved.
As I prepare for the conclusion of the MPA program, I know I have gained not only the
skills, but the confidence to be an effective public sector administrator. This program has allowed
me to expand my knowledge of local government and provided me with numerous resources to
aid in my career advancement. One of the most important lessons I have learned in the program
is to remain engaged and never stop learning. Administrative concepts are not stagnant, much like
technology they are rapidly changing, and I must possess the ability to recognize the patterns of
change and adapt to them appropriately. I plan to remain engaged in the various professional
associations that provide additional training and networking opportunities. I also recognize the
importance of giving back, helping the next generation of public administrators prepare for their
future roles. I am a strong advocate of professional growth and believe that includes not only
formal education, but professional certification as well. It is so important to encourage young
professionals to take the necessary steps to reach their full potential, as others have done for me.
I am extremely proud of my professional accomplishments thus far, and I know my father would
be as well.

