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Abstract 

Effective crisis leadership is recognized in literature and by emergency management 

practitioners as an integral component of successful emergency management.  In this paper, we 

look at two dimensions of effective crisis leadership for resilient community building, traits, and 

behaviors.  Building on existing crisis leadership literature, through research and interviews with 

community leaders from the public and nonprofit sectors in the wake of the Pulse Nightclub 

Shooting, we identify key leadership competencies and explore the role of collaborative crisis 

leadership.  Our findings indicate that resilient communities depend on how well organizations 

collaborate with others and how well leaders use key competencies and apply those in crisis 

situations.  Furthermore, our findings suggest that community resilience strategies need to begin 

prior to crisis and continue well into the recovery phase of crisis.       

  

  

Keywords: collaborative leadership, effective leadership, pulse nightclub shooting, 

emergency management, key leadership competencies, community resilience  
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Introduction 

Leaders play a vital role in times of crisis and uncertainty through their actions and level 

of preparedness before, during, and after crisis which has lasting impacts on the communities 

that they serve.  In fact, leadership is one of the most critical elements in effective crisis 

management.  Past experiences such as the Los Angeles County Northridge earthquake of 1994; 

the New York City and Washington D.C terrorist attacks in 2001; Hurricane Andrew in 1992, 

Hurricane Hugo in 1989, and Hurricane Katrina in 2005; the Sandy Hook Elementary School 

Shootings in 2012; and more recently the Pulse Nightclub Shooting in 2016 have provided much 

insight into the desirable and undesirable outcomes of crisis of which public leaders are at the 

forefront of response, recovery, and long-term reconstruction of communities.  Leaders should 

learn from past crisis events and develop implementable strategies and adopt competencies that 

can be utilized to build stronger communities after crisis.  In doing so, leaders can significantly 

minimize the political, social, and economic impacts of crisis.  According to Kapucu & Van 

Wart (2008), effective crisis leadership can minimize or in some cases, even prevent crisis.  In 

comparison, weak or less competent crisis leadership can contribute to existing problems, 

resulting in further damage.  In this paper, we will explore effective crisis leadership through the 

different elements that come together to form the building blocks of community resilience. 

On June 12, 2016, a mass-shooting occurred in Orlando, Florida which resulted in 49 

deaths and 53 others wounded.  The attack occurred at the Pulse Nightclub, a predominately gay 

club in the Downtown area of Orlando from about 2:02 a.m. until 5:14 a.m.  This attack was the 

deadliest mass-shooting by a single shooter, the deadliest incident of violence against Lesbian, 

Gay, Bi-sexual, and Transgender (LGBT) community in United States history, and the deadliest 

terrorist attack in the United States since the September 11 attacks in 2001 (Ellis, Fantz, Karimi 
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& McLaughlin, 2016).  The shooter, Omar Mateen, pledged his allegiance to the Islamic State of 

Iraq and the Levant, although his connections to terrorist groups has yet to be confirmed.  Due to 

the terrorist nature of the attack, multiple agencies were called to respond including the 

police/sheriff’s departments (primarily the Orlando Police Department), the Florida Department 

of Law Enforcement (FDLE), the Federal Bureau of Investigations (FBI), the Department of 

Justice (DOJ), and other public agencies (Soto, 2016). 

The aim of this research is to provide insight on the topic of crisis leadership based on the 

qualitative analysis of leaders’ personal experiences during the Pulse Nightclub Shooting, in 

addition to, extensive analysis of existing research on leadership, collaboration, and crisis 

management.  The paper will focus on certain elements of crisis leadership: the role of leadership 

during crisis and key leadership competencies practiced collaboratively resulting in building 

community.  By answering the following questions, we will be able to provide direction to 

leaders that want to be more prepared during crisis and that seek to build united communities in 

the wake of crisis: What is the role of leadership in community building and resilience after 

crisis?  What are the key leadership competencies practiced in response to and recovery from 

crisis?  What was the role of leadership in bringing together organizations from different sectors 

to coordinate efforts in response to the incident? 

This research study could provide information to public leaders on the importance of adopting 

certain traits and behaviors during crisis which would help them be more effective in their 

particular field.  Communities will look to their leaders in times of threats an uncertainty which 

is the reason why continuing to raise awareness on this topic is so important.    

Literature Review & Background 
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Understanding leadership’s role in a crisis is fundamental to effective crisis management.  

However, before we can understand the role of leadership during crisis, it is important to define 

crisis leadership and establish what leadership means.  Leadership, as defined by Klann (2003), 

refers to a person's ability to “influence… persuade, convince, motivate, inspire, and judiciously 

use power to affect others in a positive way” (p. 11).  It is imperative to recognize that the power 

to influence during crisis will be a reflection of a leader's ability to lead during normal operations 

(Klann, 2003).  The difference lies in the competencies utilized during crisis which will likely be 

different from leadership competencies utilized on a day-to-day basis.   

On the other hand, crisis leadership refers to a leader's ability to respond to crisis.  Crisis 

can take on many forms such as economic crisis, political crisis, terrorism, and environmental 

crisis.  Crisis itself involves “events and processes that carry severe threat, uncertainty, and 

unknown outcome, and urgency” (Farazmand, 2001, p. 3).  Therefore, crisis leadership, as 

defined in this paper, refers to a leader’s ability to influence crisis outcomes.  In this section, we 

are going to examine the role leadership plays in building resilient communities, key leadership 

competencies that are important when addressing community resilience, and the role 

collaborative leadership plays during and after a crisis.  Each of these topics specifically relates 

to our research questions and helps to give more insight on each subject. 

Effective Crisis Leadership 

         There are some additional important distinctions that must be clarified in order to 

understand the distinguishing characteristics of effective crisis leadership.  Crisis leadership is a 

term not to be confused with crisis management, although the two are related.  Crisis 

management in the public sector is a term associated with events that are “unanticipated or 

unplanned for” which leads to “a breakdown in emergency response” as a result of severe time 
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constraints and “imminent or occurring loss of life or massive financial damage” (Van Wart & 

Kapucu, 2011, p. 493).  According to Van Wart & Kapucu (2011), crisis management is not 

mutually exclusive from emergency management which is described as “the effort to plan and 

respond to untoward events” (p. 491).  Crisis management is meant to augment emergency 

management protocols either through the provision of additional resources and/or with more 

adaptive leadership competencies that allow for greater flexibility in terms of decision-making 

and problem solving as a result of “disruptions to the emergency response infrastructure” (Van 

Wart & Kapucu, 2011, p. 491).  Although crisis management in the public sector is less common 

than emergency management, it is typically associated with acts of terrorism, among other forms 

of crisis (Van Wart & Kapucu, 2011).    

         Effective crisis leadership refers to the degree of capability to which leaders are able to 

respond to crisis situations in a manner that is flexible and adaptive to the situation presented.  

Key characteristics associated with effective crisis leadership are flexibility, collaboration, 

adaptation, improvisation, and strong outward communication (Waugh & Streib, 2006).  

Leadership competencies and collaborative leadership are concepts with a small degree of 

overlap but are different to a greater extent.  Based on the research in this body of work, these 

concepts are the cornerstone of effective crisis leadership, which in turn leads to building 

resilient communities.    

Key Leadership Competencies in Crisis Management 

Literature has long proven that it is important to be able to “distinguish among 

different types of leadership competencies” (Van Wart, 2012, p. 177).  These competencies are 

comprised of various traits, skills or characteristics, and actual behavior or actions (Van Wart, 

2012).  A common objective found in leadership research detects aspects of behavior that are 
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able to explain a leader’s influence on the actions and performance of a team, department, or 

entire organization (Yukl, 2012).  According to Yukl (2012), these behaviors possessed by 

leaders should be “observable, distinct, measurable, and relevant” (p. 66).  According to Van 

Wart (2012), the term “competency” in this context, refers to a leader’s distinct abilities to 

accomplish any given task or assignment, regardless of traits, skills, or behaviors and “although 

modest and incremental improvements can be made, it is wise to remember that traits are deeply 

anchored in personality and radical changes are unlikely” (p. 178). 

           Depending upon the situation, leadership requires different sets of competencies (Van 

Wart & Kapucu, 2011).  This is reminiscent of Hersey and Blanchard whom developed the 

Situational Leadership Model.  This model suggests there is no “one size fits all” approach to 

leadership because of the varying levels of leadership necessary in different situations.  Applying 

this theory, leaders must identify the most important tasks/priorities, determine the level of 

follower capacity and commitment, and choose the appropriate leadership style to fit the 

situation.  Depending upon these variables, there are four different leadership styles that can be 

applied: directing, coaching, supporting, and delegating (Hersey & Blanchard, 1969).  Due to the 

wide array of factors, the leader is under pressure to constantly assess a follower’s state and then 

lead accordingly.  Situational theory has both significant strengths and weaknesses (Van Wart, 

2012). 

           Van Wart (2004, 2005) provided a broad list of competencies with creation of the 

leadership action cycle.  This cycle focuses on thirty-seven generic competencies that examine 

leadership skills and traits during situations such as crises (Van Wart & Kapucu, 2011).  This list 

of competencies, which are found in the literature, were distributed to emergency management 

officials across the country via an emailed survey (Van Wart & Kapucu, 2011).  During this 
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study, each participant was asked to choose five to ten competencies out of the thirty-seven that 

he or she felt “exemplified the greatest differences between routine emergencies in which the 

system operated largely as expected, and non-routine disasters in which the system was damaged 

or overwhelmed to some significant degree and many protocols had to be adapted or improvised” 

(Van Wart & Kapucu, 2011, p. 499).                                                                                                                                             

Van Wart and Kapucu’s (2011) study revealed three primary leadership responsibilities 

which are ultimately indicated in groups of competencies that are required for effectiveness.  

First, under the category of crisis demands for a need for calm but strong leadership, 

competency needs are: self-confidence, willingness to assume responsibility, motivating, 

articulating vision and mission, resilience, and communication skills.  Second, under a need for 

pragmatic decision-making under severe time and resource constraints, competency needs are: 

decision-making, analytic skills, decisiveness, flexibility, and delegating.  Third, under a need for 

coordination and (re)organization, competency needs are: operations planning, team-building, 

networking and partnering, and social skills.  See Figure 1 for a visual depiction of these 

competencies (Van Wart & Kapucu, 2011, p. 508). 

Interestingly, out of the seventeen respondents, sixty-five percent of them selected three 

competencies exemplified those differences mentioned previously: decisiveness, willingness to 

accept responsibility, and flexibility (Van Wart & Kapucu, 2011).  These three competencies are 

traits that contribute to leader effectiveness, two are related to personality characteristics and one 

is related to classic motivational drive.  Each will be explored in further detail below and include 

decisiveness, willingness to accept responsibility, and flexibility.  These competencies, as 

identfied in the research, are instrumental in crisis situations.   

Figure 1: The perceived competencies needed based on crisis demands 
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Crisis Demands Perceived Competency Needs Based on 

Crisis Demands 

Need for calm but strong leadership      1) Self-confidence 

     2)  Willingness to assume responsibility 

     3) Motivating 

     4)  Articulating vision and mission 

     5)  Resilience 

     6) Communication skills 

Need for pragmatic decision-making under 

severe time and resource constraints 

     7) Decision-making 

     8)  Analytical skills 

     9) Decisiveness 

     10) Flexibility 

     11) Delegating 

Need for coordination and (re)organization      12) Operations planning 

     13) Team-building 

     14) Networking and partnering 

     15) Social skills 

Source:  

Decisiveness is “the ability to act relatively quickly depending on circumstances without 

excessively damaging decision quality” (Van Wart, 2012, p. 179).  Different situations that 

require decisiveness do not need high levels of outside authority or subordinate participation.  

Most notably, decisiveness is a major key during crisis (Van Wart, 2012).  According to Van 

Wart (2012), leaders are able to give followers and the community a sense of confidence that 

order will be restored and matters will be taken care of by exhibiting decisiveness during crises.  

Leaders can utilize this decisive trait to show the community they are confident and have a 

preference for action and initiative. 

Van Wart and Kapucu (2011) found that nearly eighty percent of the participants selected 

having a willingness to accept responsibility as a key competency for leaders to possess during 

the response phase of a crisis.  Willingness to accept responsibility means that “individuals will 
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take positions requiring broader decision-making duties and greater authority” (Van Wart, 2012, 

p. 185).  One aspect of this trait is taking the opportunity to continue to learn new tasks and 

skillsets to realign one’s competencies (Van Wart, 2012).  Another aspect is power.  A leader 

must have the power to “direct, negotiate, and advocate” (Van Wart, 2012, p. 186).  This trait is 

important for leaders to exhibit in the midst of a crisis because the community will look to them 

for guidance and answers.  Many leaders do not take on the challenge of rising to the occasion 

(when a crisis occurs) because they fear they will lose their job if they make a poor decision 

(Van Wart & Kapucu, 2011). 

Flexibility is “the ability to bend without breaking, to adjust to change, and to be capable 

of modification” (Van Wart, 2012, p. 188).  This leadership trait is made up of a couple different 

elements.  First, a leader who is adaptable is generally not stubborn and willing to use alternative 

options, substitutes, and surrogates (Van Wart, 2012).  Second, an extension from the first 

element, the leader is alert to the “existence of alternatives and has the ability to see that 

substitutions can sometimes be improvements” (Van Wart, 2012, p. 188).  Flexibility has long 

been an important trait of leadership.  Further, this trait is critical in the midst of a crisis because 

things are constantly changing so leaders need to be able to adapt their behaviors in order to keep 

up.  The constant flow of new information during crisis brings about the need for problem-

solving, creativity, and managing technical innovation, conflict, personnel changes, and 

organizational change (Van Wart, 2012). 

A combination of a leader’s traits, skills, behaviors (task-oriented, people-oriented, and 

organizational) is critical for effective leadership.  Not mentioned previously, but preparedness is 

a key element in crisis leadership.  Not necessarily as a leader trait but as a task.  This is 

important because “crises are no time to reorganize adequately operating response systems, 
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much less try to implement wholesale organizational changes” (Van Wart & Kapucu, 2011, p. 

509).  Generally, crisis leaders endure professional risks and make immense sacrifices (Van Wart 

& Kapucu, 2011, p. 509).  Van Wart and Kapucu (2011) found that different circumstances call 

for a difference set of competencies but acknowledge that further research identifying specific 

contexts by environmental demands such as different national contexts, or industry peculiarities, 

and then studying those differences would propel the topic of leadership immensely (Van Wart 

& Kapucu, 2011). 

H1: If adaptive crisis leadership competencies are utilized during and after crisis, then 

resilient communities are more likely to emerge.     

Collaborative Leadership 

Since the 1940s and 1950s, the field of emergency management has been evolving into a 

much more collaborative process (Waugh & Streib, 2006).  With what once started out as a 

classic top-down bureaucratic model, with the implementation of the collaborative element, has 

begun to become a more “dynamic and flexible network model that facilitates 

multiorganizational, intergovernmental, and intersectoral cooperation” (Waugh & Streib, 2006, 

p. 131).  Drabek described a successful emergency manager to be one who could effectively 

work together with other government officials and the broader crisis relief community (as cited 

in Waugh & Streib, 2006, p. 132).  Drabek continued to explain that in the 1980s, it was 

recognized the emergency manager’s interpersonal skill sets played a huge role in the 

effectiveness of emergency management programs (as cited in Waugh & Streib, 2006, p. 134). 

 Today, collaboration is an expected component in emergency management (Waugh & 

Streib, 2006).  Further, organizational processes that promote the sharing of more information 

and collaboration, would result in highly functioning emergency management strategies.  
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Essentially, the public’s expectations of better public sector leadership before, during, and after 

crises is increasing (Kapucu, Arslan, & Demiroz, 2010).  Bardach defined collaboration as “any 

joint activity by two or more agencies that is intended to increase public value by their working 

together rather than separately” (as cited in Kapucu, et al., 2010, pp. 453-454).  The core concept 

of collaborative leadership is providing a toolkit to the organizations that would be involved in 

order to assist them in predicting, preparing, and preventing in the case of tragedy.  In 

collaborative leadership, the motives that develop a connection through public sectors are vital to 

rebuilding a community as healthy and effectively as possible before and after a catastrophic 

disaster and unforeseeable circumstances. 

 A crucial element in collaborative emergency management is partnerships (Kapucu et al., 

2010).  Partnerships can get complicated due to the fact that many organizations have differing 

roles and authorities.  Emergency managers must identify key partners who will help them in 

their positions (Kapucu et al., 2010).  Partners can be considered from all sectors – private, 

public, nonprofit, and even non-sectoral categories like communities, citizens, or the media 

(Kapucu et al., 2010).  The key element for emergency managers when considering these 

partnerships is who will assist them in pursuing a shared goal. 

 In order to facilitate collaboration amongst different organizations, “it is significant for 

most leaders to build and maintain favorable relationships” (Yukl, 2012, p.68).  Collaborative 

leadership uses an ample amount of communication during a tragedy.  Addressing 

communication and coordination begins with developing relationships between people in order 

to achieve effectiveness in the case of crisis (Kapucu, 2008).  Providing precise information and 

resources to predict, prepare, and prevent in the case of tragedy is indispensable tactic to 

rebuilding and supporting a community.  Collaborative leadership provides an avenue to 
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effectively adapt before, during, and after crisis.  This is supported by De Meyer (2011) who 

argues against “working through people model” by suggesting effective leadership in current 

climates would require collaboration, not just command and control.  Collaborative leadership 

involves a willingness and commitment to constantly make “significant strategic investments in 

networking and collaboration, and create a virtuous cycle of collaboration” in order remain 

effective (De Meyer, 2011, p. 9). 

 Leadership is widely recognized as an important component in collaboration.  

Collaborative leaders typically play a facilitative role by enabling stakeholders to work together 

(Ansell & Gash, 2012).  In order to manage crisis, leaders must “engage stakeholders at all 

phases” to restore community in response to tragedy (Hu, Knox, & Kapucu, 2014, p.700).  To 

successfully lead such efforts, leaders must often have pre-established relationships or 

“affiliation network” with organizations that will provide benefit to the community at large 

before, during, and after tragedy strikes (Hu et al., 2014, p.448).  Collaborative leadership is 

foundational to such efforts.  This dynamic of leadership design approach is competitive and 

preempts the effects of rebuilding a community.  Leadership networking can be described as 

“building relationships and making alliances in service of others” that help us to connect and 

collaborate in certain circumstances (Grayson & Baldwin, 2007, p.6).  Collaboration should be 

part of every leader's crisis toolkit which provides navigation for organizations when quick 

response is needed.   

H2: If the utilization of collaborative leadership occurs prior, during, and after crisis, 

then resilient communities are more likely to emerge. 

 

Community Resilience 
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As leaders step up to take on the challenge of leading their communities through tragic 

events, it is important to note how effective crisis leadership can bring communities together.  As 

the number of crises continues to increase in modern day society, which many have referred to as 

the “new norm,” leaders must assist communities as people try to cope with these adversities 

again and again.  These communities are often comprised of very diverse groups of individuals 

but they are generally seeking the same level of safety and normality.    

Community Resilience (CR) is a multifaceted term used to describe a community's ability 

to handle crises or disruptions in day-to-day normalities (Cohen, Leykin, Lahad, Goldberg, & 

Aharonson-Daniel, 2013).  Community resilience refers to a community's capacity to adapt to 

crisis and that it is better understood as a “set of adaptive capacities to be continuously attended 

to and modified to prevent their loss” (Norris, 2009, p. 23).  Interestingly, government entities 

and other organizations are now adopting CR as a “key element” in many of their emergency 

response plans.  However, according to Cohen et al., (2013) “there is scarce empirical evidence 

regarding measurement of CR, or subsequently, of the translation of published research into a 

standard accepted measurement framework” (p. 1733).  Differing characteristics and goals of a 

community can impact how the community responds to such crises.  Collective efficacy is also a 

very relevant concept when looking at community togetherness after a crisis occurs.  This term, 

as defined by Sampson, Raudenbush, & Earls (1997), involves “social cohesion among 

neighbors, combined with their willingness to intervene on behalf of the common good” (p. 918).  

The ability to forecast community capacity for resilience and coping with crisis should impact 

how leadership, authorities, and decision-makers alike operate.  As it relates to the role of 

leadership in building resilient communities, three elements will be explored: social capital, 

community capacity, and crisis communication competence.   
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Social Capital for Community Resilience 

One of the elements associated with resilient communities is directly linked to the 

resources available to a community through networks and other organizational connections after 

crisis (Norris, 2009).  In addition, the degree to which people are attached to their community is 

also an indicator of a resilient community and is displayed through “the amount of social 

embeddedness, the sense of community, citizen participation, and the real perceived support in 

the face of adversity” (Norris, 2009, p. 24).  These elements of community resilience as it relates 

to social capital are typically built before a crisis occurs.  For example, the availability of 

resources in a community are always flowing even before crisis hits and networks and other 

organizational connections such as partnerships, alliances, and other such ties are also generally 

formed, to some degree, prior to a crisis.   

For leaders, nurturing these organizational relationships before crisis happens is a key 

element to rapidly mobilizing services and resources after a crisis (Norris, 2009).  Communities 

that have a history and/or strong presence of community organizations, including faith-based 

organizations that support their communities through non-disaster efforts, are usually better 

prepared to respond to crisis as well (Kilmer, Gil-Rivas, Tedeschi, & Calhoun, 2010).  The 

degree to which citizens are actively involved in their communities can be an indicator of social 

embeddedness or sense of community, which could be displayed through volunteerism, 

participation in community efforts designed to raise money or awareness for causes, and in 

attendance to community events made available through public and nonprofit organizations, 

among other interactions (Reed & Selbee, 2003).   

 

Community Capacity for Community Resilience  
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Resilient communities that are able to withstand adversity demonstrate community 

competence which is “a measure of how ordinary people make decisions” (Norris, 2009, p. 24).   

Before expanding on what constitutes community competence, it is necessary to define the term 

community.  A community is a “group of people with diverse characteristics who are linked by 

social ties, share common perspectives, and engage in joint action in geographical locations or 

settings” (McQueen, et al., 2001, p. 1930).  Further, community competence relates to a 

community’s capacity to collectively solve problems and is displayed through the collective 

actions of the community and is evident through “community problem-solving skills, flexibility, 

creativity, mutual trust in the effectiveness of people working together, and the belief that the 

community is empowered to control resources” (Norris, 2009, p. 24).  Community resilience is 

the manifestation of community competence and is evident in times of crisis in the form of a 

population’s response to instances of crisis (Norris, 2009).  According to Russell Dynes: 

When people are engaged in similar activities and subject to the same or similar events, 

this similarity of preoccupation generates topics for conservation and creates bonds of 

mutual understanding… For those living close together, facing a common problem may 

bring about the development of organization.  The result of struggling with a common 

problem which stimulates joint action may actually result in a locality’s becoming more 

closely knit than it was before (as cited in Lansford, Covarrubias, Carriere, & Miller, 

2010).         

Moreover, community leaders should provide venues where people of diverse and similar 

backgrounds and cultures can get together and bond, not only with each other, but bond with 

their community.  Based on the literature, people who have a sense of community feel 

collectively empowered to solve problems during crisis situations.        
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Crisis Communication Competence for Community Resilience 

Effective dissemination of communication during and after crisis is critical not only for 

leaders in terms of response and aftermath goals and objectives but also because it is a 

community resilience capacity.  Leaders with competent communication skills and communities 

with strong, trusted, and responsible infrastructure of networks, are better equipped to 

communicate information during and after crisis, which in turn can contribute to community 

resilience (Norris, 2009).  In more recent times, information technology (IT) has become an 

important topic for scholars and practitioners alike who agree that societal systems are becoming 

more reliant on technology to receive and transmit information.  Further, IT systems, if utilized 

effectively by public and other relevant leaders, have the potential to enhance disaster 

management efforts (NRC, 2007).   

It is important for public safety officials/leaders to focus on incorporating and/or 

improving their IT systems because of the potential effective communication has on contributing 

to resilient communities.  According to the National Research Council of the National 

Academies (2007), IT based capabilities can be used to engage the public and mobilize networks 

and community volunteers, among other things.  As it relates to community resilience, these are 

communication capacities that can “help a community function as a community in the face of 

adversity” (NRC, 2009).  According to Klann (2003), communicating clearly and as often as 

possible are key to crisis management and that leaders should display certain “communication 

actions” to build and/or foster “relationships with stakeholders” including the media (p. 45-46).  

By utilizing the media and other IT sources to transmit information, public leaders can turn a 

crisis situation into an opportunity for people to work together.  However, in order for this to 

work, leaders tasked with communicating to the public must also display a compassionate 
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attitude towards people affected by a crisis (Klann, 2003).  Thus far, the literature indicates that 

public and other organizational leaders can and should work collaboratively, before and after 

crisis, to help nurture the capacities that lead to resilient communities.           

We believe that the factors contributing to community resilience go beyond that of social 

capital, community capacity, and crisis communication competence.  Our research indicates that 

these factors must be augmented by adaptive leadership competencies and collaborative 

leadership to enhance the probability of community resilience.  

H3: If leaders strengthen their communities’ social capital, community capital, and 

utilize crisis communication strategies; in conjunction with utilizing crisis leadership 

competencies and collaborative leadership, then that will lead to resilient communities.   

Ultimately, the outcome should be to build stronger communities in the wake of crisis.  

According to the literature, the factors which contribute to community resiliency, primarily focus 

on the aspects of preparedness prior to a crisis occurring.  We suggest that resilient communities 

not only need leaders who have implemented CR competencies prior to crisis, but who also 

utilize certain key leadership competencies during crisis.   

 Therefore, our research suggests that leadership competencies, collaborative leadership, 

and community resilience capacities, must be utilized in conjunction with one another, in order 

to result in a resilient community.  An important distinction must be made between leadership 

competencies and collaborative leadership.  Leadership competencies are traits and skills that 

make up the individual and collaborative leadership is the behavior the leader exhibits.  Figure 2 

illustrates how leadership competencies and collaborative leadership are dimensions of effective 

crisis leadership which can ultimately result in resilient communities.  These two dimensions of 

effective crisis leadership were found in the literature to be critical for public leaders.     
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Figure 2: Community Resilience Factors Framework 

 

The utilization of key leadership competences and collaborative leadership will maximize the 

probability of resilient communities as an outcome of crisis.  If leaders are successful, then the 

community will not only prove to be resilient but will bounce back stronger than it was prior to 

crisis.  

Methods 

          The objective of this research was to explore the role that leadership plays in rebuilding 

communities after crisis, focusing on the recent Pulse Nightclub Shooting which occurred in 

Orlando, Florida.  This body of work is meant to highlight critical leadership aspects needed for 

crisis management and would be useful in a larger national study of crisis events, leadership, and 

resilient communities.  A qualitative analysis approach was used in the design of this study.   

Data Collection 

Data collection methods include an extensive and systematic analysis of secondary data 

including news media related to the Pulse Nightclub Shooting and of journal articles related to 

effective crisis leadership, leadership competencies, collaborative leadership, and community 

resilience.  Journal articles were scholarly, peer-reviewed, and accessed through the University 
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of Central Florida’s library database.  Books related to crisis management and leadership were 

also reviewed for relevant information.  A collection of stories related to the community’s 

collective efforts to respond and contribute to the healing process of Pulse Nightclub Shooting 

victims and other affected individuals and families was also reviewed through the University of 

Central Florida’s Pegasus magazine, summer of 2016 issue.  Face-to-face interviews were 

conducted with emergency managers and community leaders in the Central Florida area.        

Face-to-face interviews were conducted via Skype and were recorded for later 

transcribing.  These interviews were conducted by researchers at the School of Public 

Administration.  The interview with Mr. Soto was thirty-four minutes in length and the interview 

with Mr. Brooks had a timeframe of fifty-four minutes.  The interview questions were directly 

related to the research questions defined in this paper and were meant to uncover any 

relationships that may exist between leadership competencies and collaborative leadership in 

building resilient communities.  The remaining interviews were conducted via email and 

emergency manager respondents were asked similar or identical questions as those asked to 

during the face-to-face interviews in order to ensure consistency.                  

 Sampling Strategy 

 We used a non-probability snowballing sampling technique in this study.  The face-to-

face and interviews via email were key informants. During the interviews, the researchers asked 

interviewees to identify and provide contact information for other relevant local leaders linked to 

the Pulse Nightclub Shooting.  The objective was to identify public service leaders, first 

responders, and local nonprofit leaders who would ultimately describe in their own words what 

they perceived to be key leadership competencies associated with effective crisis leadership in 

order to determine if leadership played a role in building a resilient community in the aftermath 
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of the Pulse Nightclub shooting.  Verbal consent was given at the time of the interviews to 

ensure agreement to audiotaped face-to-face interviews.   

Findings and Discussion 

It is critical that public service leaders constantly prepare for the unexpected because it is 

almost guaranteed that no one knows where or when the next crisis will occur.  Public leaders 

must not only prepare themselves and their agencies, but according to this study, public leaders 

also need to prepare their communities prior to crisis occurring by having pre-established 

collaborative support systems that endure well into the aftermath phase of crisis.  In this study, 

we collected information that highlights adoptive skills and behaviors that leaders can utilize to 

better ensure community resilience as a crisis outcome.  So, how can leaders be better prepared 

when unexpected crisis occurs?   

A common thread among the leaders interviewed in this study was training.  Emergency 

managers can utilize training to help them better prepare for crisis. For instance, Manuel Soto 

mentioned that no one in the City of Orlando Emergency Operations Center (EOC) would have 

ever predicted a situation like the Pulse Nightclub Shooting (Soto, 2016).  But because the 

organization was prepared for a variety of crises, it was able to establish a Family Assistance 

Center (FAC) within three days of the event.  Normally, establishing a FAC can take as long as 

seven days, which means victims, family members of victims, and friends of victims experience 

a delay in getting the services they so desperately need.  Findings related to key leadership 

competencies that contribute to community resilience and the role of collaborative leadership as 

a contributor to community resilience, will be discussed subsequently below. 
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Key Leadership Competencies in Rebuilding Communities 

Leadership competencies play a vital role in crises.  The literature provided us with a 

baseline of knowledge on this concept.  During the interviews, the list of fifteen competencies 

provided to us by Van Wart and Kapucu (2011) were given to three different emergency 

managers who were involved in the Pulse Nightclub Shooting.  Each one confirmed that all 

fifteen were utilized during the incident.  Further, Ron Plummer, Orange County’s Emergency 

Manager, indicated he observed almost all of the competencies being exhibited for himself 

during the incident.  Particularly, he indicated that all the competencies in the need for 

coordination and (re)organization category were needed to “accomplish the mission” during the 

reunification phase when the City of Orlando had to find work spaces for social workers and 

victim’s families (Plummer, 2016). 

Collaborative Leadership in Rebuilding Communities 

 Collaborative leadership plays a key role in bringing communities together after crisis.  

Aside from the literature and interviews with leaders across Central Florida, there is documented 

evidence that points to effective collaboration efforts being an element contributing to bringing 

the community of Central Florida together after the Pulse Nightclub Shooting.  Pegasus, UCF’s 

magazine, published a story in 2016, with an accumulation of personal stories from victims, 

victim’s families, and incident responders such as police, medical and therapy providers, public 

leaders, crisis response team leaders, media, victim advocates, nonprofit organization leaders, 

volunteers, and so many more.  These stories captured the essence of the Central Florida 

community and clearly tell the tale of a collaborative community and of what leaders from 

different fields and expertise can accomplish through collaboration.  Cassandra Lafser, the City 

of Orlando’s Press Secretary, said:  
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  It was kind of amazing to see the outpouring from our community.  Even at the city’s  

Emergency Operations Center, there were so many different people, businesses — even a  

Girl Scout troop — that came by to deliver food and coffee or care packages with 

handmade cards, even bringing therapy dogs just because they just wanted to do 

something and help.  That community support was probably one of the most critical 

things that kept so many of us going (as cited in Cole, 2016).   

These real life stories bring to life the love of a community and demonstrate what leaders and 

community citizens can accomplish together.  These stories also suggest that community 

resilience in Orlando and surrounding communities is linked to collaborative efforts during and 

after crisis.  Additionally, there are an overwhelming number of published videos and reports in 

different newspapers and other media sources such as the Hartford Courant, Orlando Sentinel, 

The Guardian, CNN, C-SPAN, NPR, WESH 2 News, and many more that illustrate the magnitude 

of collaboration that occurred during the response phase of the Pulse Nightclub Shooting which 

points to the importance of collaboration during crisis.        

Figure 3 summarizes the key study findings.  The collaborative leadership findings 

suggest that public sector leaders must collaborate with organizations across sectors, before, 

during, and after crisis in order to maximize the communities’ ability to bounce back stronger 

after crisis. All interviewees noted that collaboration was a critical element in response and 

recovery of the Pulse Nightclub Shooting.  Therefore, according to respondents, crisis and 

collaboration go hand-in-hand.  The table also illustrates key findings related to leadership 

competencies.  These findings indicate that crisis requires collaborative efforts and collaboration 

requires leaders to have certain leadership competencies.  The table shows connections between 

what the literature indicates are key competencies needed in crisis and what respondents 
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indicated were key competencies during the Pulse Nightclub Shooting.  Overall, these findings 

suggest that in the case of the Pulse Nightclub Shooting, the adoption of certain traits and 

behaviors lead to desirable outcomes. 

Figure 3: Summary of Findings  

Sources Leadership Competencies    Collaborative Leadership 

Interviewees &  
Document 

Analysis 

Key leadership competencies identified:   
Strong Leadership: self-confidence, willingness 

to assume responsibility, motivating, articulating 

vision and mission. 
Pragmatic: analytic skills, decisiveness, 

flexibility. 

Coordination: operations planning, team-

building, interagency and cross-sectoral 

networking and partnering   

Collaborative leadership was found 

to be a critical element prior, 

during, and after the Pulse 

Nightclub Shooting.  
 
Multiple reports located, linking 

community resilience to 

collaborative efforts.  

Literature Key leadership competencies identified: 
Strong Leadership: self-confidence, willingness 

to assume responsibility, motivating, articulating 

vision and mission, resilience, and 

communication skills 
Pragmatic: decision-making, analytic skills, 

decisiveness, flexibility, and delegating 
Coordination: operations planning, team-

building, networking and partnering, and social 

skills 

Collaboration prior, during, and 

after crisis is a critical element to 

effective crisis management and is 

key ingredient to rebuilding 

communities after crisis.  

Partnerships, including those that 

are cross-sectoral, were identified 

as a form of collaboration that is 

essential for crisis leaders and 

instrumental in community 

resilience.   

 

Community Resilience 

This study indicates that there are links between adaptive leadership competencies, 

collaboration, and community resilience.  Based on literature, interviews with local emergency 

managers, and media sources, the study found that there is a relationship between community 

resilience and effective crisis leadership.  Therefore, it is recommended that public leaders and 

more specifically, crisis leaders, make every effort to use adaptive leadership competencies 

during and after crisis to maximize the probability of crisis resulting in resilient communities.  It 

is also recommended that collaboration become part of public leaders’ toolkit prior to, during, 
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and after crisis to maximize the probability of crisis resulting in resilient communities.  It is also 

recommended that public leaders, along with nonprofit leaders, encourage citizen inclusion and 

embeddedness prior to crisis which strengthens citizens and gives people a sense of community 

unity which will also maximize the likelihood of community resilience after crisis.  Community 

resilience strategies should be at work prior to, during, and after crisis as was the case of the 

Pulse Nightclub Shooting.  Community leaders continue to strengthen the community with the 

latest proposal to turn the Pulse Nightclub into a permanent memorial.  According to the City of 

Orlando’s Mayor Buddy Dyer, the proposed memorial is an opportunity to "create something to 

honor the memory of the victims who are deceased [and] those who were injured, and a 

testament to the resilience of our community" (Weiner, 2016).  Community resilience should 

always be the outcome of tragedy.  It helps to transform a tragedy from something horrific into 

something positive.   

Conclusion 

Collaborative leadership is essential to managing crisis.  It is a combined effort on the 

part of many government agencies and nonprofit organizations.  Collaborative leaders need to 

fully understand key crisis competencies and be able to apply those to different types of crises.  

This study emphasizes how important it is to build and maintain favorable cross-sectoral 

relationships in an effort to share information and resources to better prepare for tragedy and to 

rebuild and support communities in the event that a crisis occurs.  This study also highlights the 

crucial role collaborative leadership plays in rebuilding communities. 

Collaboration is an important element of effective crisis leadership and requires a 

dynamic and flexible network of numerous organizations in the community.  In the case of the 

Pulse Nightclub Shooting, collaborative leadership strategies included cross-sector networking 
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and partnering prior, during, and after crisis and was a critical component contributing to 

community resilience.  Collaborative leaders must always be able to identify and facilitate 

ongoing relationships with partners, promoting the sharing of information, engaging citizens, and 

ensuring that a community has resources available to manage crises.     

The ability to apply leadership competencies specific to crisis was also found to be 

essential in the case of the Pulse Nightclub Shooting.  This study extends on prior research 

focused on crisis leadership competencies by examining a specific case which helped us in 

determining if applied crisis leadership competencies resulted in favorable outcomes for the City 

of Orlando and surrounding communities.  In sum, leaders must be able to adopt and apply key 

competencies in order to manage crisis effectively.   This study found that all key competencies 

identified by Kapucu & Van Wart (2011) were utilized during the Pulse Nightclub shooting.  For 

instance, considering self-confidence and willingness to assume responsibility, many of the local 

officials stepped up to assume the role of supportive and collaborative leaders to help rebuild the 

community; reassuring the people of the community that they are leaders that are capable of 

taking action in these type of crises.  These key competencies played an important role in 

navigating the leaders of the community to delegate and provide necessary resources to the 

community. 

   It is recommended that public leaders work alongside nonprofit organizations to build 

their communities’ social capital, community capacity, and crisis communication competence 

prior to crisis.  It is also recommended that community leaders understand and know how to 

utilize social media platforms, which have a great potential for fostering social embeddedness 

and inclusion of different cultures and for encouraging citizen engagement.  Currently, this could 
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potentially help the City of Orlando and surrounding areas feel more like it is ‘one community’ 

rather than communities that support the Latino or LGBT community.   

It is important to note that this study does have some limitations.  First, due to time 

constraints for completing the research, the researchers were unable to interview more leaders or 

conduct a focus group.  Second, it is difficult to determine if any other factors exist that 

contributed to community resilience because there were only a few people interviewed.  Third, 

the technique used for gathering data introduces bias into the research.  Future research based on 

other cases in which resilient communities was an outcome of crisis, would have to be 

undertaken in order to strengthen the claim that effective crisis leadership contributes to 

community resilience.  Although this study has its limitations, it can still contribute to the body 

of research that seeks to understand the traits and behaviors that make some leaders more 

effective than others during crisis.  

The Pulse Nightclub case is an informative example of effective crisis leadership because 

it demonstrates how leaders can utilize collaborative strategies and adopt leadership 

competencies to build community resilience.  Because of the unpredictable nature of crisis, 

leaders must be vigilant, equipped, and ready to be able to effectively manage crisis which is 

why the study of effective crisis leadership is so important and should continue to be improved 

upon over time.  Orlando Strong is now the slogan of Orlando and gives testimony to what 

community resilience means for the City of Orlando and surrounding communities.  However, 

these communities have vowed to not let this event define them forever.  As Mayor Buddy Dyer 

said, “We will not be defined by the act of a cowardly hater.  We will be defined by how we 

respond, how we treat each other” (Zambelich & Hurt, 2016). 
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Appendix 2 

Competency 1, Evidence 2 (1.2) 

Reading Brief #3 

Introduction 

 After reviewing the articles, I was able to determine several interesting things about 

community governance and faith-based organizations.  These articles seemed to be related to 

each other in many ways.  Below, I will explain several crosscutting themes I recognized, make a 

determination on whether or not I agree with the conclusions drawn by the authors, and list any 

remaining questions I still have about the topics discussed. 

Crosscutting Themes 

 As mentioned, the articles reviewed seemed to all relate and build upon each other.  

There are many points regarding themes I would like to make but for the sake of brevity, I will 

discuss a few of the main topics mentioned in multiple articles.  First, faith-based organizations 

generally offer services that can help people to transform their lives which makes them powerful 

community partners to a government entity.  Many of the articles discussed the relationships 

between faith-based organizations and “secular” agencies.  One article in particular described the 

impact faith-based organizations have on “involving the disenfranchised groups within the 

emerging neighborhood council system” (Musso, Kitsuse, & Cooper, 2002, p. 83).  Particularly, 

I noticed throughout all of the readings that it seems adding faith-based organizations to the 

equation seems to only complicate the situation of helping to provide social services to people 

because of the religion factor.  However, working together seems to be necessary to accomplish 

success.  For instance, Chaves and Tsitsos’s (2001) study found that one-fifth of the faith-based 

organizations that have social service programs “collaborate in some fashion with a government 

agency” (p. 674).  Further, President Trump will only further complicate matters as he pushes 

forward to fulfill his campaign promises to grant religious freedom while opening up some 

Americans to discrimination based on religion or sexual orientation (Eliperin & Somashekhar, 

2017).  This could further impact the relationship between government and faith-based 

organizations. 

Agree/Disagree with Conclusions by Authors 

 Overall, I agree with the conclusions drawn by each of the authors of the readings.  Many 

left the door open at the end by concluding their points but then informing the reader that more 

research needs to be conducted on the topic.  I agree with the conclusions drawn by the authors 

because they are each experts in their fields as well as most of the articles are very informative 

and the information is presented in a way that the common man can understand.  

Remaining Questions 

 After reading the articles, I was exposed to many topics, arguments, and theories I had 

never spent much time thinking of before.  I feel all the authors did a good job overall covering 

the subject they chose.  A few remaining questions I have:  How can the collaboration of 

government and faith-based organizations become less complicated when providing social 

services to those who are in need?; When the majority of funds are being donated by government 

or other “secular” agencies, who has the primary control of the activity?; Does the faith-based 

organization still carry out its own mission or that of the government entity? 

Conclusion 
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 In conclusion, many great topics and crosscutting themes were identified in the readings.  

Overall, I was able to obtain a greater understanding the relationship between faith-based 

organizations and “secular” agencies, which I did not know much about previously.  I understand 

how each organization that gets involved has their own agenda while wanting to help the public 

and it is interesting to watch those interactions occur.  
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Appendix 3 

Competency 2, Evidence 1 (2.1) 

Policy Issue:  Long-Term Effects Contact Sports have on the Brain  

According to the Centers for Disease Control and Prevention (CDC), many states (as well as 

schools, sports leagues, and organizations) have implemented policies or action plans on 

concussion in youth and high school contact sports (Shenouda C., Hendrickson P., Davenport K., 

Barber J., Bell K., 2012).  While many of these policy efforts show some signs for potential 

success, further research is required to learn if these strategies can help educate the sports 

coaches and parents about this issue and help protect children and teenagers from concussion and 

other serious and long-term brain injuries (Murphy A., Kaufman M., Molton I., Coppel D., 

Benson J., Herring S., 2012).  While conducting research on the topic, I was unable to locate any 

evidence supporting the Federal Government’s regulatory involvement for any of the U.S. 

national sports leagues.  Several states have already enacted laws to help protect youth and 

adolescent players.  For example, in 2009, the state of Washington passed the first concussion in 

sports law, called the Zackery Lystedt Law (Washington State, 2009).  This topic has recently 

increased in popularity among states.  In fact, between 2009 and 2013, 49 states, and the District 

of Columbia, passed laws on concussion in sports for youth and/or high school athletes, often 

called Return to Play Laws.  In short, these laws educate coaches, athletes, and their 

parents/guardians about concussion through training and/or a concussion information sheet; 

require an athlete who is believed to have a concussion be removed from play right away; and 

make it mandatory that an athlete may only return to play or practice after at least 24 hours and 

with permission from a health care professional (Get a heads up, 2015). 

A recent study regarding players from the National Football League (NFL) has attracted a lot of 

media attention.  Researchers from Boston University and the Department of Veterans Affairs 

have been researching this issue of the effects of concussion on the brain by actually studying the 

brains of deceased NFL players (Butler, 2015).  “The researchers expected to find evidence of 

brain disease in the former football players.  However, the numbers were higher than they had 

thought.  About 80 percent of the brains donated to the brain bank, including high school, 

college, and semi-pro football players, have CTE (Chronic Traumatic Encephalopathy, a 

degenerative brain disease).  Out of the 91 former NFL players examined in this study, 87 of 

them had CTE, which is about 96 percent” (Butler, 2015, p.1).  According to Sally Jenkins of the 

Washington Post, the only solution to the NFL’s problems is for Congress to step in and regulate 

the business (Jenkins, 2014).  “The NFL has become a public health issue, and that is not an 

overstatement.  This is because the league is spending $45 million to sponsor tackle football for 

children.  The league encourages small boys to participate in an activity that beats their heads to 

pulp and persuades parents that such a thing is okay in order to keep the participation pipeline 

going” (Dunne, 2015, p.1). 

Further research should continue on this issue.  According to Kraft and Furlong, conflict usually 

occurs when policy actors have alternate views in public issues or whether government 

intervention is necessary – this policy issue will be no different.  Additionally, the United States’ 
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history with sports has helped to shape our nation’s identity.  Many believe the requirements 

necessary to play the sport of football, represent many of the “American characteristics” 

(audacity, powerful, agility, boldness, and so on).  Basically, the U.S. obsession with the sport 

may prevent any major policy developments on this topic.  According to Jilard.com, the NFL has 

been implementing new safety initiatives to assist in the protection of the players from brain 

injuries; the increasing awareness of the link between concussion and long-term health problems 

has prompted these initiatives (Butler, 2015).  However, the study conducted suggests those 

initiatives may not be enough to ensure the players’ long-term safety.  Even small hits seem to 

have a negative effect on players’ brains, suggesting that the league may need to make some 

major changes.  Despite this study and other warnings about sport concussion and dementia, 

players are still flocking to the sport.  With the results of the recent study suggesting how 

prevalent dementia and CTE is in former athletes, the league and others may be able do more to 

help protect the players from injury in their physically-demanding careers (Butler, 2015). 

The U.S. Congress is considered to be the seat of the representative democracy.  In other words, 

the voice of the people.  In light of the statistics in the research conducted by Boston University 

and the Department of Veterans Affairs, the representative democracy needs to do something 

about the public issue concerning long-term effects contact sports have on the brain.  As Kraft 

and Furlong mention, despite efforts of President Obama the public trust or confidence in 

governmental institutions has been on a decline over the past several decades.  As the textbook 

continues to suggest, many Americans may feel when looking at government involvement in 

programs, if they do not affect our everyday life, many of us do not care.  It is possible this issue 

could be handled by the representative democracy, if enough citizens or interest groups express 

the importance of its resolution.  James Madison makes many noteworthy points in his Federalist 

#10 paper.  For this discussion, focus will be placed on the part where he mentions 

representatives can often get unacquainted with what is happening on the local level because 

they are too focused on what is happening on a national level (Madison, 1787).  This is relevant 

in the discussion of the policy issue of long-term effects contact sports have on the brain because 

the local level is where this process begins, with tomorrows NFL players.  The recent NFL 

statistics is bringing this policy issue the national attention Madison is referring to that it needs to 

get resolved. 

Deliberative democracy may not work for this type of policy issue.  Granted, it would be 

effective to have an open forum for this policy issue.  As noted by Kraft and Furlong, 

policymakers are often more responsive to organized interests, than they are to the groans of 

general public (Kraft & Furlong, 2014).  It is important to obtain citizen participation in the 

decision making process.  Citizens passionate about this issue could organize an interest group 

devoted to the policy issue of long-term effects contact sports have on the brain and discuss how 

their families are directly impacted by this policy issue.  If it is to be done through the 

deliberative democracy, it would be better to have a strong interest group along with the 

statistics.  It is important to mention that it has been known that football players who experience 

repeated brain injuries can lead to dementia.  However, this issues’ awareness is growing. 

Previously, the NFL has been accused of trying to downplay the problem of concussion in sports, 

but the study seems to suggest that this is no small issue (Butler, 2015).  “Earlier this year, the 
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NFL approved a potential $1 billion settlement with around 5,000 former players and their 

families, who sued over head injuries and the resulting effects including memory loss, 

depression, and dementia” (Dunne, 2015, p.1). 

A rational analysis of this issue may be feasible; however, the alternatives would need to be 

designed around how to deal with the issue, not necessarily alternatives to the issue itself.  The 

issue would be easily definable and there are some statistical data and research to present on the 

issues behalf.  A rational analysis would remove all bias and look at the facts that surround this 

issue and explore all possible outcomes.  Again, it is important to mention that further research 

needs to be conducted on this issue, in order for a proper rational analysis to be conducted.  At 

this point, because of the alarming recent statistical data conducted by Boston University and the 

Department of Veterans Affairs, it stands to reason that this request should be fulfilled on that 

basis alone.  
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Appendix 3 

Competency 2, Evidence 2 (2.2) 

Jamie Tusing 

MPA Student 

University of Central Florida 

College of Health and Public Administration 

1510 Jaguar Circle 

Apopka, FL 32712 

November 16, 2015 

 

Jesse Panuccio 

Executive Director 

Florida Department of Economic Opportunity 

107 East Madison Street  

Caldwell Building  

Tallahassee, Florida 32399 

Dear Mr. Panuccio: 

I am a Masters of Public Administration student at the University of Central Florida, and 

we are working on an in-depth analyzation of a relevant public policy.  During the development 

of the public policy course, my goal was to analyze different ways to address the overwhelming 

amount of Florida residents who live at or below the poverty threshold.  Due to the consistent 

media attention, I chose to look more closely at the proposition that may appear on the 

November 2016 ballot that would increase the minimum wage to $12.50/hour and to see if that 

was the best alternative to address the issue of poverty in our great state. 

I know the well-being of the Florida residents is a major concern for the Department of 

Economic Development.  Your organization has conducted copious amounts of research on this 

issue.  So, you must also be alarmed by the fact that more than 3.2 million Florida residents 

living below the poverty threshold based on the 2014 statistics about poverty.  Further, the 

implications surrounding the passing of the Minimum Wage Initiative would primarily be the 
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responsibility of your Department (among others), I felt that you and your team would be the 

best recipients of the information discovered during my analysis.  

It was found that the passing of the Minimum Wage Initiative would be the best 

alternative to address the issue of poverty in Florida.  First, the initiative must make it on the 

ballot in November 2016.  Implementation of this alternative would clearly be the most 

beneficial and cost-effective way to reduce the number of impoverished people in the state of 

Florida.  The way minimum wage is currently structured, the state actually would not be 

responsible for any of the funding.  

Overall, in my analysis this option far outweighed the other possible alternatives 

measured for finding a feasible alternative lowering the amount of Florida residents living in 

poverty at this time.  Ultimately, it is the responsibility of the government to protect the quality 

of life for the people it governs, and this alternative could be a solution for many of the state’s 

poverty issues, hopefully without creating more problems in the meantime.  However, your 

department should monitor the economic stability to ensure a drastic increase in minimum wage 

does not inadvertently affect Florida in a negative way.  

I would highly value your review of my policy analysis.  Please let me know if this work 

is used by yourself or another official, so that I may report to UCF how it was utilized.  Your 

time and consideration of this request are appreciated, and I thank you for any feedback on the 

analysis that follows. 

 

Sincerely, 

Jamie Tusing 

MPA Student 

University of Central Florida 

College of Health and Public Administration 
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Executive Summary 

There is a purposed policy in the works for the November 2016 ballot.  This initiative 

would give an opportunity to examine existing policies in place to combat poverty in the state of 

Florida and determine if the current structure is the most beneficial to low-income residents of 

Florida.  If passed, the Minimum Wage Increase Initiative purposed by U.S. Congressman Alcee 

Hastings would mandate the minimum wage to be increased to $12.50/hour for Florida workers 

(Florida Minimum Wage Increase, 2015).  At its inception, minimum wage was established to 

reduce poverty.  This initiative will allow the state of Florida to reexamine existing policies 

regarding residents who live at or below the poverty threshold, and give the chance to consider 

alternative avenues in reducing the poverty rate.  Currently, 16.5% of Floridians live below the 

poverty threshold – that is more than 3.2 million people.  Florida does not have a “goal” poverty 

rate but ideally, the rate should never exceed 10%.  One cannot know what the best option is 

without exploring all avenues to solve the problem.  The importance of this review of 

alternatives is to find the best solution to this particular problem that satisfies the issue most fully 

at the least expense to the state of Florida and its’ residents.  Currently, minimum wage in 

Florida is $8.05/hour and it usually increases annually because of its direct correlation to the 

Consumer Price Index (CPI).  If nothing is done to address poverty in Florida, more-and-more 

residents will fall below the poverty threshold, further depressing the state economically.  The 

recommendation for the poverty issue in Florida is to increase the minimum wage.  In this 

particular analysis, this alternative was found to be the most beneficial to the residents of the 

state of Florida and help them overcome poverty. 
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POLICY ANALYSIS  

Poverty reduction in the state of Florida. 

 

For:  Jesse Panuccio – Executive Director, Florida Department of Economic Opportunity 

Prepared by:  Jamie Tusing 

Position:  MPA Student at the UCF College of Health and Public Administration 

Policy Issue:  Sustainably reducing the poverty rate in the state of Florida. 

Importance of Issue  

In the state of Florida, low-wage workers are unable to earn a living wage due to the 

present wage structure.  Currently, minimum wage for the state is $8.05/hour.  Originally, the 

U.S. minimum wage was established to reduce poverty.  For a minimum wage-earner who works 

40 hours per week, their annual salary is $16,744 (before taxes).  As of January 2015, the federal 

poverty level for a one-person household was $11,770 annually.  For every additional person 

added to the household, the level increases by $4,160 annually.  According to data from Florida 

QuickFacts-Census.gov (2009 to 2013), the average persons per household was 2.61 for the state 

of Florida.  Mathematically, $11,770 (federal poverty level for one-person household) plus 

$6,697.60 (1.61 additional persons, on average) equals a poverty level of $18,467.60 for the 

average family.  If only one person in the household is employed (for example, a single mother 

with 2 children) but that person is only earning a minimum wage, the family is under the federal 

poverty threshold by $1,723.60 annually.  In 2014, 35% of single-parent families with related 

children were below poverty threshold (Staff, 2014).  A drawback of the poverty threshold 

calculations are that the data are figured on a national basis instead of on a local or state-by-state 

basis to adjust for the vast differences in cost of living.  Some areas of the country may be even 

more economically depressed than others due to the inequality exhibited in those figures. 

Economic sustainability occurs when an entity has the preferred percentage of its 

population below its preferred poverty level (Economic Sustainability, n.d.).  For the state of 
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Florida, this defined “preferred poverty level” is not exactly clear.  Former U.S. Secretary of 

Agriculture, Dan Glickman states, “Poverty has become an almost invisible issue for 

policymakers and the press” (Glickman, 2013).  According to the Department of Economic 

Opportunity’s five-year plan, several goals are identified to assist the state economically; 

however, nothing specifically relates to addressing the poverty rate.  Some of the sustainability 

goals include:  leading the nation in student performance and market-relevant workforce skills; 

diversifying the economy into a mix of growing industries and expanding Florida’s role in both 

national and global markets; modernizing the infrastructure and reforming growth and 

investment decision-making processes to support a competitive economy and high quality of life; 

developing the nation’s leading business climate, including a predictable and sensible legal and 

regulatory environment and efficient and customer-focused business support services; creating 

strong statewide and regional partnerships to meet economic development goals; and developing 

the nation’s leading communities of choice to live, learn, work, and play (Florida Strategic Plan 

for Economic Development, 2013). 

A living wage makes reference to the fact the current minimum wage in Florida of 

$8.05/hour is simply not sufficient enough to lift a full-time working American who has at least 

one child above the poverty threshold (United States Census Bureau, 2014).  More specifically, a 

living wage is the minimum rate that would allow workers to provide themselves or their 

families with the most basic human necessities (food and water, shelter, and transportation).  

The proposed policy initiative looks to boost the economic system in Florida, lower the 

poverty rate, and create jobs by increasing the minimum wage in the state of Florida to 

$12.50/hour.  In 2014, the overall poverty rate for the state of Florida was 16.5% (Staff, 2014).  

Based on the population of 19,890,000 for Florida in 2014, that equates to more than 3.2 million 
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residents who fall below the poverty threshold.  When a large number of citizens live in poverty, 

it creates a depressed economic condition because workers can only afford the basic and 

essential needs in life (nothing extra) and affects the impoverished people in so many other 

negative ways. 

Alternatives to Address the Issue: 

Finding alternatives to addressing the issue of poverty in the state of Florida is a 

necessary task.  The first alternative to addressing the issue of reducing poverty in Florida is a 

possible proposition on the November 2016 ballot purposed by U.S. Congressman Alcee 

Hastings, increase the minimum wage to $12.50/hour to adjust for inflation and cost of living.  

This would require all workers in Florida be paid a minimum a $12.50/hour in exchange for their 

services.  Possible benefits obtained by increasing the minimum wage include:  “in consumer 

economies where the unemployment rate is set by macroeconomic conditions, minimum wages 

help keep inflation from increasing too rapidly; worker exploitation and underemployment can 

be avoided with reasonable minimum wages; consumer economies tend to reap the benefits from 

minimum wages almost immediately through increased business activity” (Hirby, n.d., p. 1); and 

saves money due to less employee turnover.  Possible objections include:  “some small 

businesses cannot afford to pay minimum wages (often resulting in stagnant growth); many 

businesses tend to react to these increases by raising the prices of the goods and services they 

provide; some economists believe that a minimum wage prevents equilibrium wages (number of 

workers is adequate to meet job demand) from developing” (Hirby, n.d., p.1).  Among other 

things, resources required to accomplish this alternative would be an increase in available funds 

employers have to their salary budgets and higher taxes for employee and employer (Federal, 
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FICA, Medicare, and so on), and possibly increase to the price of Florida businesses’ goods and 

services. 

The second alternative would be to allow the expansion of the U.S. Earned Income Tax 

Credit (EITC).  Under the current law, the EITC is a benefit for working people with low to 

moderate income.  EITC is currently the largest antipoverty program in the U.S. and can be 

credited for raising more than 4 million people above the poverty threshold (Meyer, 2010). The 

program is designed to reduce the amount of tax individuals or families owe and they may obtain 

a refund (Earned Income Tax Credit, 2015).  In 2014, over 2.1 million Floridians filled tax 

returns with EITC benefits (Statistics for Tax Returns with EITC, 2015).  Possible benefits to 

expanding the EITC include:  makes working more appealing, more willingness of citizens to 

file their taxes, and provide more assistance to those who desperately need it (families with more 

than 3 children and single parents) (Meyer, 2010).  Downsides to expanding the EITC would be 

the cost and the further complication of the program that would ensue.  One obvious resource 

required for the expansion would be fully funding it without taking away from other antipoverty 

programs.  

The third alternative is to offer training programs to low-wage workers (not just 

minimum wage).  Currently, for a low-wage worker, it is difficult to obtain the skills necessary 

to succeed and thrive if little incentive is offered to do so (Mathews, R., n.d).  This alternative 

would provide invaluable benefits to low-wage workers such as increasing their value and 

marketability to employers, acquiring life-long benefits that no one would ever be able to take 

from them, and changing the dynamic for the overall workforce in America.  Clearly, this 

alternative would be expensive but the benefits could outweigh the costs.  Resources required to 
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fulfill the objectives of this alternative include:  funding, a willing workforce/participants, 

location to hold training program, and so on. 

The fourth and most interesting alternative to lowering the poverty rate is the 

implementation of a guaranteed base income policy.  Basically, the government provides the 

citizens with an income, regardless of whether they work or not.  Clearly, the base income would 

need to be above the poverty threshold.  This type of supplemental income would be similar to 

how social security is distributed (Mathews, R., n.d.).  Successful implementation of this policy 

can be seen across various European countries.  Possible benefits that come with implementation 

of this alternative include:  complete poverty abolition, provide a boost to the economy, and 

increase the well-being of citizens by reducing the stress related to financial problems.  Possible 

areas for concern by implementing this alternative would be the cost associated, the 

willingness/unwillingness of workers to want to continue to work, and the long-term 

sustainability of the economy.  Potential resources would include funding and a new federal or 

state department responsible for administering benefits. 

Finally, alterations to the entitlement programs intended to reduce poverty is another 

viable option.  In Florida, there are twelve programs in place to assist low-income families (State 

Benefits-Florida, n.d.).  These programs are (if available, number of recipients provided in 

parentheses by Spotlight Staff, 2014):  Food Assistance Program, Head Start (46,634), Florida 

KidCare, Florida's Low-Income Home Energy Assistance Program (84,495), Florida Medicaid, 

Florida Reemployment Assistance, School Breakfast and Lunch Programs, Florida Special Milk 

Program (483,565), Florida Special Supplemental Nutrition Program (1,207,000), Florida 

Summer Food Service Program, Temporary Assistance for Needy Families (TANF) (99,825), 

and Florida Weatherization Assistance Program (State Benefits-Florida, n.d.).  The exact amount 
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of recipients for every program for Florida and a total number of entitlement recipients are 

unclear but overall, the amount of beneficiaries are vast.  Benefits of increasing the programs 

available to assist low-income families would provide more supplemental income and help 

further alleviate financial burdens.  However, it would come with a high price tag.  Another 

possibility for this alternative would be the complete elimination of the programs all together.  

The elimination would allow for the current funding to be used elsewhere possibly in a better 

way.  For instance, all the funds could be redirected to providing a guaranteed base income to 

everyone.  Further research would need to be conducted to determine the best optimization of 

funding for poverty reduction. 

Criteria & Weighting for Criteria Used to Analyze the Issue 

Two criterion, as conceptually defined in Table 1, were selected in the analysis of each 

alternative.  In the context of the Florida Minimum Wage Increase Initiative that could be on the 

November 2016 ballot, the criterion were weighted in a measurement of importance, as well as 

on a ten-point scale (Table 2). 

The effectiveness of this policy initiative, or one of its alternatives, was weighted at ten 

because it has the most significant role in determining the success or failure of selecting from 

this set of alternatives.  Ultimately, the policy implemented must be effective or its existence is 

irrelevant.  Potential limitations to measuring the effectiveness of this initiative involve the 

length of time necessary to observe the effects the choice has on the poverty levels in the state of 

Florida, the uncertainty or inability to forecast future events that could alter the policy or 

alternative in some way, and dealing with the political environment the surrounds the topic of 

poverty and the potential policy scrutiny by uninformed parties (Kraft & Furlong, 2014). 
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 The efficiency surrounding this policy initiative, or one of its alternatives, is given a 

weight of nine because it is important to determine if public finds are being spent appropriately.  

According to Kraft and Furlong (2014), many economists believe public funds should be used 

only to best meet human needs and to increase the well-being of all members of society.  When 

dealing with the poverty issues in the United States, this policy and its alternatives have an 

immense impact on the benefits available to low-income workers and families.  Policymakers 

must be certain costs of the policy or its alternatives do not outweigh the benefits because 

efficiency will not be achieved.  One potential drawback to using efficiency as an evaluative 

criteria is that costs and benefits of programs or policies implemented are not distributed evenly 

amongst the public.  Further, conducting a cost-benefit analysis to meet the efficiency of the 

alternatives to address poverty makes fiscal sense.  The analysis will attempt to determine all 

costs associated with each alternative and calculate benefits.  Costs are subtracted from benefits 

to determine ultimate efficiency of each alternative. 

Discussion of Policy Alternatives Evaluated with Criteria 

When evaluating the criteria for the alternatives, it is important to gain an outside 

perspective.  However, attempts at contacting any representatives from Congress were 

unsuccessful so criteria was measured based on readings and educated estimations.  Table 2 

expresses the evaluation in an illustrative form.  Since effectiveness is extremely important to 

any policy analysis, it is weighed at ten, the highest number scaled, followed by efficiency at 

nine.  These were the two most important criterion for this particular policy analysis. 

Extremely vital, effectiveness was given the following weighting: Increase minimum 

wage to $12.50/hour (9) will likely be very effective at poverty reduction, expansion of the 

United States EITC (7) will allow more people to benefit from its success, training programs for 
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minimum wage workers (8) would be highly effective, a guaranteed base income (10) would be 

optimally effective and eliminate poverty, and alteration of programs available to assist low-

income families and individuals (6) as a semi-effective way to reduce poverty. 

Further Evaluation of Policy Alternatives Using Cost-Benefit Analysis 

Further, it was also important to conduct a cost-benefit analysis (CBA), depicted in Table 

3, to meet the efficiency of each alternative and a good way to determine legitimacy in the 

poverty discussion.  Florida statistics about poverty were used to create “educated estimations” 

for the CBA.  Every attempt was made to include long and short-term costs and benefits, tangible 

costs and benefits, discount rate, estimations of intangible costs, and opportunity costs in the 

figures under average program cost per family/individual.  The figure located in that column 

included all the benefits minus the costs.  Importantly, Florida’s poverty rate of 16.5% in 2014 

and the population for the state of Florida was 19,890,000.  To establish the amount of total 

people impoverished in the state of Florida, 16.5% of the state’s population equates to an 

estimated 3,281,850 people who were living below the poverty threshold.  The costs incurred 

with increasing minimum wage to $12.50/hour would affect the employer than any other party.  

Employers would have to increase their salary budgets and pay more taxes as well.  Governing 

Magazine (2013) reports that about 181,000 of jobs in Florida pay minimum wage.  Based on an 

average of $3,000 per household/individual, the increase in minimum wage equates to about 

$543,000,000 in additional salaries that will be owed to minimum wage workers.  As a result of 

this massive increase, employers will likely have to increase prices for goods and services as 

well as eliminate unnecessary positions which could bring upon a whole new set of issues.  Some 

positive benefits would come out of the minimum wage increase:  more people would want to 

move to Florida, the economy would receive a boost because workers would be spending the, 
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and other non-minimum wage workers who will be now close to minimum wage would more-

than-likely receive a pay bump to accommodate for the increase given to others (among other 

things). 

Under the CBA, the expansion of the EITC equated to about $3,000 per family/individual 

after the vital costs and benefits were accounted for, totaling an estimated $630,000,000 to 

achieve this alternative.  In order to implement training programs for low-wage workers (not 

limited to minimum wage workers), a total of about $3,570,000,000 would be needed to 

accomplish this alternative.  By far the most expensive, the implementation of a guaranteed base 

income policy would cost roughly $65,637,000,000 for the state of Florida.  And lastly, any 

alterations made to increase the entitlement benefits would cost an estimated $6,000,000,000.  

As stated previously, one option would be to take the funding the state of Florida is currently 

spending on the entitlement programs and invest it in another alternative to achieve the goal of 

poverty reduction. 

Important Issue Stakeholders and Likely Stakeholder Opinion on Alternatives 

When looking at the stakeholders, it was important to understand their viewpoints when 

evaluating the criteria, as to minimize bias in the weighing process.  The details of the 

stakeholder issue and stance projections can be viewed in Table 4.  This table identifies only the 

important stakeholders and their estimated viewpoints on each of the identified alternatives for 

poverty reduction for Florida residents living at or below the poverty threshold.  It is important to 

note that there are other stakeholders affected by the issue of poverty in Florida but for this 

analysis, only the ones with the most stake were selected.  The next section will provide a more 

in-depth reasoning for the specific values assigned to each alternative. 

Policy Recommendation 
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The optimum alternative to decrease the number of people who fall below the poverty 

threshold while maintaining a healthy economic state is to increase the minimum wage.  

However, it is important to note that the minimum wage increase should not be used as a “cure” 

for poverty.  Unfortunately, due to the recent heavy media attention on the protest efforts by fast-

food workers in 60 different cities across the U.S. demanding $15.00/hour, many Americans 

think that skyrocketed amount to increase to the minimum wage is the only way to assist low-

income workers and their families rise above the poverty threshold (Pethokoukis, 2013).  

Gradual increases to the minimum wage based on the Consumer Price Index (CPI) have proven 

to be an efficient way to deal with poverty in the state of Florida in the past. 

Ability of Recommendation to Address the Public Interest 

This recommendation for the state of Florida attempts to addresses the issue of poverty 

reduction and to intervene and do what is best for the vast majority.  One does not choose to 

directly live in poverty but many believe that it is the other choices individuals (whether 

involuntary or voluntary) make in their lives may indirectly lead them into poverty.  The 

alternative selected will provide benefits to all who live in the state of Florida because of the 

additional ways increasing the minimum wage will help the economic state.  However, the 

government must continue to take action as the issue of poverty is ever-changing. 
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Appendix 

Table 1: Criteria Defined Conceptually 

Criterion Conceptual Definition 

Effectiveness 

Likelihood that the implementation of the policy or alternative would obtain its desired goals and objectives within 

a practical amount of time and effort. On a ten-point scale, 1 being the least effective, and 10 being the most 

effective. 

Efficiency 

Policy achievement in relation to benefits verses costs.  Making sure programs spend public funds fairly and most 

economically.  A cost-benefit analysis will determine which alternative is financially feasible for the state of 

Florida.  The benefits of a given alternative will be summed and then the costs associated with taking that action 

are subtracted.  On a ten-point scale, 1 being the least financially feasible, and 10 being the most financially 

feasible. (High cost = low score; Low cost = high score) 

 
Table 2: Alternative Matrix 

Criteria 

Alternatives 

Increase minimum 

wage to $12.50/hour, 

as purposed for the 

November 2016 ballot  

Expand the U.S. 

Earned Income 

Tax Credit 

(EITC) 

Implement 

training 

programs for 

minimum wage 

earners 

Implement 

guaranteed 

base income 

policy  

Change to programs 

available to assist 

low-income 

families/individuals 

Effectiveness (10) 
9 7 8 10 6 

(90) (70) (80) (100) (60) 

Efficiency (9) 
6 5 4 1 3 

(54) (45) (36) (9) (27) 

TOTAL 144 115 116 109 87 
     **This table is subjective because no government officials or experts were interviewed, and the scales were educated estimations based on the evaluative properties outlined within this document** 
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Table 3: Estimated Cost-Benefit Analysis 

Program 

Program Enrollment Program Cost 

Florida Number 

Affected (or projected) 

Florida Participation 

Rate (or projected) 

Average per 

Family/Individual (new) 
Total 

Increase minimum 

wage to $12.50/hour, 

as purposed for the 

November 2016 ballot 

181,000 1% $3,000 $543,000,000 

Expand the U.S. 

Earned Income Tax 

Credit (EITC) 

2,100,000 10% $3,000 $630,000,000 

Implement training 

programs for low- 

wage earners (not 

limited to minimum 

wage workers) 

2,500,000 12.6% $1,500 $3,570,000,000 

 

Implement guaranteed 

base income policy 3,281,850 16.5% $20,000 $65,637,000,000 

 

Change to programs 

available to assist low-

income families/ 

individuals 

3,000,000 15.1% $2,000 $6,000,000,000 

**This table is subjective because no government officials or experts were interviewed, and the figures were educated estimations based on the evaluative properties outlined within this document** 
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Table 3: Important Stakeholder Attitude Analysis by Alternative 
 

Stakeholders 

Stake in the 

outcome of the 

Minimum Wage 

Initiative 2016   

Likely Opinion on Alternatives 

Increase 

minimum wage 

to $12.50/hour, 

as purposed for 

the November 

2016 ballot 

Expand the 

U.S. Earned 

Income Tax 

Credit (EITC) 

Implement 

training 

programs for 

minimum wage 

earners 

Implement 

guaranteed 

base income 

policy 

Change to 

programs 

available to 

assist low-

income 

families/ 

individuals 

Residents of 

Florida 

Depending upon 

which alternative is 

selected, taxes, 

goods and services, 

among other things 

could increase.  The 

economy could also 

receive a boost from 

the changes. 

Typically, 

Democrats favor 

(& often 

advocate for) the 

increase, while 

Republicans 

oppose the 

increase. 

Many (typically 

Republicans) 

feel this is an 

acceptable 

option for low-

income families 

to supplement 

their income. 

Many would 

support this 

alternative. 

Most 

Floridians 

would support 

this alternative.  

Concerns 

would be cost. 

Liberals would 

support 

increase, while 

conservatives 

would not. 

Employers, in 

general 

Some employers 

may experience 

changes in their 

businesses, such as 

increasing prices for 

their goods and 

services, hiring 

fewer employees, or 

even a boost in 

revenue. 

More employers 

would oppose 

the increase then 

support it 

because it would 

raise their 

payroll costs. 

Most (if not all) 

would support 

this alternative. 

Depending upon 

where the 

funding comes 

from, most 

employers 

would support 

this alternative. 

More 

employers 

would 

probably 

oppose this 

alternative if it 

raises their 

taxes. 

Depending 

upon how the 

increase affects 

employer taxes, 

more employers 

would likely not 

support this 

increase in this 

alternative. 
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Florida 

Workers 

(Specifically 

low-income) 

Opportunity to 

become more stable 

by earning a higher 

wage and receiving 

other important 

benefits. 

Most (if not all) 

would support 

this alternative. 

Protests favor 

increasing wage 

to $15.00/hour. 

Most would be 

in favor. 

Increased 

awareness 

would allow 

more to benefit. 

Low-income 

workers would 

highly favor this 

alternative. 

Very popular 

alternative for 

Florida 

workers 

because they 

could increase 

skill sets. 

Current 

beneficiaries 

would likely 

support the 

expansion of 

these programs. 

Florida 

Department of 

Economic 

Opportunity 

Responsible for the 

State’s worker 

benefits.  

Organization could 

see a change in the 

services provided, if 

unemployment rate 

increases or 

decreases. 

Would likely 

support to 

coincide with 

other current 

poverty 

reduction 

efforts. 

Would not 

directly affect 

the 

organization. 

Would likely 

support to assist 

with other 

poverty 

reduction 

efforts.  

Depending 

upon if they 

were 

responsible, 

would likely 

support this 

alternative. 

Would likely 

support the 

expansion of 

these programs 

to assist with 

poverty 

reduction 

efforts. 

Media 

Topic coverage 

surrounding the 

issue may increase 

depending upon the 

amount of attention 

the alternative 

receives. 

Most members 

of the media 

would support 

this alternative. 

Currently, does 

not gain a lot of 

media attention. 

Likely support 

this alternative.  

Coverage would 

be plentiful. 

Likely support 

this alternative.  

Coverage 

would be 

plentiful. 

Would thrive on 

the drama 

caused by 

elimination of 

programs. 

U.S. 

Congressman, 

Alcee Hastings 

(D) Florida 

Proponent for 

minimum wage 

increase for the state 

of Florida. 

Initially 

proposed this 

policy change. 

Wants minimum 

wage to increase 

to $15.00/hour 

Would likely 

support this 

alternative. 

Would likely 

support this 

alternative. 

Would likely 

support this 

alternative. 

Would likely 

support this 

alternative. 
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Abstract 

The study examines the effect that teacher salaries, Equity Equalizer Index ™, and school choice 

programs have on student success at the state level.  Correlation and regression analysis will be 

used to determine if any relationship exists between these variables.  The datasets analyzed in 

this study were derived from several sources, such as the Bureau of Economic Analysis and the 

National Education Association.  Data collected included all fifty United States and D.C. for this 

analysis.  For 2013, the findings indicate the average spending per pupil was $11,702, the 

average teacher salary was $35,953, and the average state report card score was 78.21.  During 

the analysis process, the authors discovered a need to adjust for several factors.  The adjusted 

values for the average spending per pupil of $11,434, the average teacher salary is $35,050, and 

the average state report card score stayed constant.  This study implies that school budgeting 

priorities play a role in student achievement, especially given that salaries show a negative 

relationship to student success, while the adjusted spending per pupil is positive.  The findings 

imply there is limited evidence to link teacher salary or presence of school choice programs to 

student success.   

 

 

 

Keywords:  education, reform, U.S. public school system, K-12, student success, federal 

government, funding gaps, teacher quality, inequalities, low-income, low-price states, high-price 

states, spending per pupil, education equity, teacher salary, state report card score 
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Stop Beating a Dead Horse: Education Reform 

in the U.S. Public School System (K-12) 

Less than 200 years ago, schools were unisex and privileged institutions.  However, over 

the past 200 years, education has been such a fundamental building block for society and 

economic development in the United States.  This study is worthwhile researching because it 

analysis funding expenditures in education; which historically, has been a significant topic to 

American citizens.  When considering education funding, one should inquire about the 

relationship between educational expenditures and student achievement: does spending more 

independently lead to higher levels of student achievement or success (Womack, 2000)? 

Currently, there are three major problems facing education in the United States: funding, 

quality, and equity.  According to Kraft and Furlong, most funding for public schools in the U.S. 

comes from property taxes (Kraft & Furlong, 2013).  Nevertheless, this form of financing comes 

with its limitations.  First, property taxes do not keep up with the inflationary costs of providing 

education.  Secondly, this type of funding presents an equity dilemma because property tax 

revenue directed to public schools varies among the fifty states; hence students in rural or low-

income areas might be receiving lower-quality education.  The Federal Government is spending 

a significant amount of resources creating standardized tests and Common Core curriculum, 

instead of establishing solutions for the funding issues in many of our states.  Due to the lack of 

funding in some states, the U.S. public schools are encountering an equity issue and a disparity 

between the amounts of monetary benefit each student is receiving for their education.   

This research is relevant because it will refocus the perception of student success on 

funding instead of more traditional academic related aspects such as standardized test 

scores.  The research question for this paper proposal is stated:  Is there a positive relationship 
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between Equity Equalizer Index™ (EEI) and the student success as defined in this study in 

public school system (K-12)?  

Literature Review and Conceptual Discussion 

        Most Americans will wholeheartedly admit to taking pride in living in a country that 

offers free education to all children, including those who belong to racial and lingual minority 

classes, low-income families, and children with disabilities (Education Trust, 2006).  Many 

people, if asked, would probably think all children have an equal shot at life because they are 

given the “same” education opportunities.  Unfortunately, what people do not understand is that 

even though children are granted the same educational opportunities, they are far from being on 

equal playing fields (Education Trust, 2006).  At the very core of these inequalities is a system of 

school funding that systematically fleeces the lower-income school districts all over the country 

(Education Trust, 2006).  Education Trust, an advocacy center, suggested an education reform be 

implemented where equal weight is assigned to eligible children regardless of the state in which 

they reside.  Nationally, the highest poverty school districts receive approximately ten percent 

less per student in state and local funding than the lowest poverty districts (Education Trust, 

2015).  The most recent data suggests that total taxpayer investments in K-12 education in the 

United States is valued to be $536 billion for the 2004-2005 school year (Spelling, 2005).    

So, where exactly does the majority of the funding for the 14,000 U.S. public elementary 

and secondary school districts schools come from?  According to the National Center for 

Education Statistics, state and local funding makes up approximately 93 percent of education 

expenditures (Funding, 2008).  Most state-level funding is generated by sales and income taxes 

(both corporate and personal).  On the local government level, these funds typically come from 

property taxes, which are set by the school board, local officials or residents (Funding, 
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2008).  This system is to blame for most of the dramatic differences in the spending per pupil 

(SPP) available for students between states, and even within the same districts (Ballal, 2009).  It 

is evident that Tax and Expenditure Limitations (TELs) are positively related to education 

funding from state sources, compared to the relationship with local and combined state and local 

funding sources (Ballal, 2009).  While TELs are intended to limit spending, the effects on state 

funding sources suggest that states may have to ante up when local revenues are decreased 

(Ballal, 2009).  It is suggested that TELs have a complex effect on overall education resources, 

due to the high state expenditures, rather than revenues (Ballal, 2009). 

Teacher quality, a topic that has been belabored for decades, is still relevant in the 

education reform.  According to a report called A Nation at Risk, teachers were recruited from 

the lowest classes of graduating high school and university students and in certain shortage 

subjects, such as mathematics, science, and English, teachers were simply not qualified or 

certified to teach those subjects at all (A nation at risk, 1983).  Unfortunately, there is no 

significant change in the past decades following this influential report (Koret Task Force on K-

12 Education, 2003).  Although there are no guarantees that a teacher’s experience is any gauge 

of a teacher’s quality, researchers largely agree that teacher effectiveness increases within the 

first five to seven years of teaching (Education Trust, 2006).  When looking at the overall quality 

of education, a common reason behind teacher quality is the salary teachers earn.  This salary can 

highly affect an educator’s motivation for success in the classroom.  In fact, teachers are among 

the lowest paid profession when compared to professions with similar qualifications and 

education (Kraft & Furlong, 2013).  Moreover, some argue the issue of teacher quality has to do 

with the tenure system, where after a certain number of years, teachers are guaranteed significant 

job security.   
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Steven Jay Gross (2014) explained the traditional education reform policy, whether 

Democrat or Republican, focuses on high standardized test scores, pay for performance, charter 

schools, bringing stubborn teachers’ unions into line, and being held accountable (Gross, 

2014).  Gross (2014) introduced a new type of education reform policy called Market Forces 

where the vision is for schools to operate in the same way businesses do, in order to achieve a 

true education reform: 

This means competing for “customers,” rewarding “productivity,” and setting up a 

marketplace for “new enterprises.”  In operational terms, this results in and calls for 

charter schools and school vouchers, privatization, merit pay or performance-based pay, 

and challenging the power of teachers’ unions, typically by calling for the end of tenure 

for teachers (p.1107).  

The No Child Left Behind Act (NCLB), enacted in 2001, is “the most recent iteration of 

the Elementary and Secondary Education Act of 1965 (ESEA), the major federal law authorizing 

federal spending on programs to support K-12 schooling.  ESEA is the largest source of federal 

spending on elementary and secondary education (New America Foundation, 2014, par. 

1).”  The Student Success Act of 2015, an even broader perspective on NCLB, will reduce the 

federal footprint, restore local control, and empower parents and education leaders to hold 

schools accountable for effectively teaching students.  A few notable goals of the Student 

Success Act are to invest limited taxpayer dollars wisely, eliminate duplicate processes, and 

provide states and school districts greater flexibility to meet students’ unique needs (Student 

Success Act, 2015). 

In a significant study, Wenglinsky (1997) found that both instruction spending per pupil 

and central office administration spending per pupil was indirectly related to student 
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achievement (Wenglinsky, 1997).  Another study using state-level panel data on SAT scores and 

per-pupil expenditure in public schools, determined that a simple achievement (‘production’) 

function, and fixed-effects estimation procedure, considered once again the probable effect of 

educational spending on student achievement (Ram, 2004).  

Another relevant study included data from Wisconsin Public Schools which found that 

the spending per pupil at the school level was positively related to student achievement in 

reading and statistically significant provides evidence that resources for education do matter 

(Archibald, 2009).  Finally, the findings of a Kansas study regarding the relationship between 

school funding and student achievement is that the availability and allocation of resources was 

not equivalent to the ability and means to use these resources effectively to help students 

(Neymotin, 2010).  However, teacher and administrator ability/training/salary, administrative 

structure, and parental involvement all play a role in how effectively resources are allocated in 

helping students to succeed (Neymotin, 2010).     

Key Variables   

The study focuses on the relationship between a states’ adjusted SPP, or Equity Equalizer 

Index (EEI™), teachers’ salaries, school choice the presence of school choice programs, and 

student success in the public school system (K-12) at the state level. 

Conceptual definitions of variables   

Student success.  According to the 2012 District Disruption & Revival Report, student 

success is determined not only by graduation rates.  A longitudinal study of reading scores and 

graduation rates during a ten year period revealed that students who could not read by the end of 

third grade were four times more likely to drop out of school (Ladner, 2012).  However, for this 

study, student success will be determined by using the District Disruption & Revival Report’s 
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“Chance for Success” report card, where family income, parental education, and employment are 

factors along with preschool enrollment, linguistics, reading achievements in the elementary, 

middle and high schools, and adult education attainment within each state (EdWeek.org, 2014). 

Funding is defined as the amount of money that each state provides for public school 

education (K-12), coming from sources such as lotteries, property taxes, construction bonds, and 

public-private partnerships, among many others.  According to the 2012 ALEC Report, funding 

education creates incentives for performance, options, and innovation (p. 109). 

Equity Equalizer Index™ (EEI™) is the product of the spending per pupil (SPP) and the 

value of a dollar by state multiplier. SPP is the amount of state funding available per each 

student’s education (K-12), comprised of, but are not limited to, instructional materials, 

maintenance, and transportation (Bibb, 2009).  The value of the dollar is based on a 2014 Bureau 

of Economic Analysis study on the spending power of $100 in 2012.  We are using this product 

as the reflection of the purchasing power of each state. 

Research hypothesis. 

H1: If the EEI™ increases, then student success (as defined in this study) will increase in 

the public school system (K-12). 

APPENDIX A 

Research Design and Methodology 

Description of Data Set in Terms of Measurement 

For this study, the researchers are exploring the use of several sources of data to 

determine if there is a significant relationship EEI™ and the successes of the states, via their 

state education policy grade, or the level in which the states’ student success will be 

measured.  The authors sourced the SPP and teachers’ salaries from the 2012-2013 school year 
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data from the National Education Association (NEA), the school choice program participation 

from Friedman Foundation, and the student success score measure from the Education Week 

District Disruption & Revival Report.  Resonating the literary theme to apply an equal weight, 

the researchers sought to create a type of equal playing field across state lines. The researchers 

utilized the Bureau of Economic Analysis’ 2012 “value of a dollar” as a multiplier to account for 

spending power differences in each state to simulate how the weight was actually disbursed 

against the SPP and salaries.  The resulting values are represented as the EEI™ and adjusted 

teacher salaries. 

Originally, the researchers were going to cross-reference the amount of state property 

taxes that were allocated to public schools; however, it was decided that the time restraints and 

number of sources involved could jeopardize the validity of the data.  Other factors that were 

dismissed early on in the study were variables such as school size and student/faculty ratio, due 

to the unit of analysis moving to the state level.  

Sampling Strategy.  There will be no sampling taking place in this study since the 

researchers will be using the entire population of 50 states within the United States plus the 

District of Columbia. 

Data Collection and Measurement Strategies.  In order to keep the data applicable and 

relevant to each other piece of data, the researchers sourced all data to reflect the 2012-2013 

school year in the U.S.  The first piece of the data collection was to find the state expenditure (or 

SPP) for the 2012-2013 school year, and this information was sourced from an annual public 

education report, Rankings & Estimates by the NEA.  The NEA collects data directly from each 

state and recognizes within the report that various systems of accounting and required reporting 

are mandated, and the 2013 report has a section, pages 97-100, that allows each state an 
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opportunity to clarify information or to interpret the supplied data (NEA, 2012).  The Bureau of 

Economic Analysis supplied the necessary information to understand the relative value of the 

dollar for 2012, and what its’ actual purchasing power was per state during that time, which are 

based on various economic impact studies (Bureau of Economic Analysis, 2014). 

The researchers intend to use this percentage as a multiplier with the SPP to give a more 

accurate value to what each dollar held, and this product is referred to as the EEI™.  The District 

Disruption & Revival (2014) is the source of each states' student success measure, by assigning a 

score for each state based on three main factorial areas; early foundations (family income, 

parental education, parental employment, linguistics), school years (preschool enrollment, 

kindergarten enrollment, elementary, middle, and high school reading and mathematics 

achievements, graduation rate, and young-adult education), and adult outcomes (adult 

educational attainment, annual income, steady employment) (EdWeek, 2014).  This value 

represents the dependent variable in the study, and this is measured against the other three 

independent variables of EEI™, teacher salaries, and presence of school choice programs. 

Operational Definitions.  The operationalized definition of the EEI™ is measured by 

SPP multiplied by the value of the dollar in each state. EEI™ is a dollar amount, the EEI™ is 

also the independent variable and an interval measurement. 

        The definition of student success is operationalized by the state education policy grade 

that incorporates the graduation rates, test scores, and the overall states grades.  Student success 

is the dependent variable and is a discrete ordinal measurement. 

Application of Dataset to Research Question.  The researchers want to find out if there 

is a correlation between student success and funding by accounting for the difference of value of 

the dollar.  Is equitable funding the problem?  Will a correlation between the EEI™ and the 
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success of the states’ educational policies be found via their scores?  By understanding if a 

relationship is statistically significant in spending and successes in each state, the researchers can 

either dig deeper, refocus the research to determine the best routes to encourage increased 

spending, or explore other avenues for improving education if funding is not at the root of the 

issue. 

Analytical Technique 

In order to determine if there is enough evidence to support the alternative hypothesis that 

there is a positive relationship between EEI™ and student success as the authors define it, a 

correlation coefficient test will be used.  According to Bluman, “statisticians use a numerical 

measure to determine whether two or more variables are linearly related and to determine the 

strength of the relationship between or among the variables.  This measure is called a correlation 

coefficient” (Bluman, pp. 529, 2008). 

On the other hand, in order to determine what type of relationship exists between the 

independent and dependent variable, a simple regression analysis will be used.  This test is used 

when there are two variables—an independent variable (so refer as explanatory or predictor 

variable) and a dependent variable (also refer as response variable).  A simple relationship 

analysis, which can be positive or negative, is called simple regression because the independent 

variable is used to predict the dependent variable, and such is the intention of this study; to 

determine if there is a positive relationship between the variables and if indeed the independent 

variable EEI™ does predict student success, as defined by the authors of the study. 

Justification of Technique Selection   

The level of measurement for the studies’ variables dictate the type of analytical 

technique to be correlation regression analysis.  The EEI™ is a continuous ratio variable and the 
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student success is a discrete interval variable, and this specific combination of measurements 

calls for this type of analysis. 

For this study, datasets will be sought from several resources.  The National Education 

Association will provide the researchers with each states’ average teacher salary, EdWeek (est. 

1981) is the source for the score each state receives as student success.  This source eliminates 

the need to utilize the readily available conservative source, ALEC for similar data.  This study 

will also seek data about the funding in public education (K-12), graduation rates, standardized 

tests scores, overall state grades, value of a dollar, and SPP. 

Data Analysis 

Initially, the authors of this study began experimenting with the following set of 

independent variables: SPP, average teacher salary, and school choice programs.  School choice 

programs is represented as a dummy variable in this study, meaning that the presence or absence 

of school choice programs is represented on a zero to five scale.  The mean state report card 

score was 78.205, the average school choice program was .824, the average teacher salary of 

$35,953, and average SPP of $11,702.  Based on this combination of variables, there was a 

statistically significant relationship between SPP, average teacher salary, and school choice 

programs, and the dependent variable of student success, at the 0.05 level of significance.  The 

only independent variable that has a significant effect upon student success was SPP, again at the 

0.05 level of significance.  For every SPP dollar increase, the student success rate increases by 

0.00095, or every $1,000 increase, the student success rate increases by 0.95 percentage 

points.  Moreover, in this model, 21.69% of the variation in the student success rate is explained 

by the independent variables.  Even though the value of adjusted R2 in this model is also 
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significant, the authors decided to engage a more in-depth study and hence used the variables 

described below, obtaining the following conclusive findings. 

        After adjusting for the spending power within each state, the variables mean adjusted 

salary is $35,050, the adjusted SPP, the EEI™ is $11,434, and state score and school choice 

remained constant.  There is a statistically significant relationship between adjusted salaries for 

value, school choice programs, EEI™ and the dependent variable of student success, at the 0.05 

level of significance.  However, the only independent variable that has a significant effect upon 

student success is the EEI™, again at the 0.05 level of significance.  For every equity equalizer 

dollar increase, the student success rate increases by 0.001, or every $1,000 increase, the student 

success rate increases by 1.0 percentage point.  Moreover, 23.9% of the variation in student 

success is explained by the independent variables.  Based on this analysis, the authors would 

recommend further studying the relationship between the EEI™ and student success, while the 

authors would consider removing adjusted salaries for value and the dummy variable of school 

choice programs from the model. 

APPENDICIES B – J  

Conclusion 

 The findings indicate that there is limited evidence to link teacher salary or the presence 

of school choice programs to student success.  The authors’ proposed the research question: Is 

there a positive relationship between EEI™ and the student success (as defined in this study) in 

the public school system (K-12)?; the answer is that while controlling for teacher salary and 

presence of school choice programs, the EEI™ shows a significant and strong relationship to 

student success.  The research hypothesis stated: If the EEI™ increases, then student success will 

increase in the public school system (K-12); was accepted, and the relationship between the 
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EEI™ and student success proved to strongly exist.  The researchers suggest that any future 

research should divulge links between teaching styles, or teacher quality and student success. 

Limitations 

        During this research study, the authors experienced several glaring limitations.  The 

authors were limited on many resources needed to conduct a full assessment of the variables 

introduced in this study.  This study was limited by time because the authors are graduate 

students and the project was limited to a single semester.  It was also limited by “restricted” data 

inaccessible to students via websites such as the Department of Education and other government 

websites.  The data for this study were also not collected by the researchers; therefore, they 

accept the possibility of errors made by others in their work.  Additionally, the datasets found 

were discovered to be either too conservative or too liberal in the methodology section.  For 

these reasons and others, the authors chose to use adjusted variables such as salaries and 

spending per pupil using the Bureau of Economic Analysis value of a dollar as a variable 

multiplier. 

Recommendations 

According to the findings of the study, there is little evidence to link teacher salary and 

presence of school choice to student success, therefore the authors suggest searching for links 

with teaching styles and student success.  There is a possibility that the industrial-style teaching 

methods used as a standard is obsolete, and is considered by some scholars as a manufacturing 

process producing products instead of cultivating and stimulating young minds (Robinson, 

2015).  For reasons such as this, the authors suggest comparing levels of student success in 

environments where different styles, such as Montessori, Waldorf, Reggio-Emilia, Sudbury, 

Virtual, or homeschool, are used.  Since many of these styles are used solely by private 
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institutions, future researchers will need to be creative in controlling for this fact when applying 

findings to public K-12 institutions. 

        Safety and environmental conditions should also be considered for future research.  In 

addition to the suggestions above, trying to find a link between the internal policies of schools 

and student success may be worth investigating.  More specifically, the suggestion is to find a 

link between schools that use metal detectors, increased security guards, or access codes 

throughout the school and student success.  If children feel safer, does this affect their 

performance? 

If future research is to be done more specific to public institutions, the units of 

measurement may need to be more specifically defined rather than by state, such as district, city, 

county, or even more challenging, at the individual school level.  This may be required to 

understand how parental involvement may play a key role in the success of students.  Similar to 

parental involvement, the authors suggest better understanding how teacher quality and 

teacher/administrative turnover rates may affect the overall student success within a school or 

district. 
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Appendix J 

SUMMARY OUTPUT 

      

         Regression Statistics 
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R Square 
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Adjusted R Square 
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Standard Error 
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15 

       Observations 51 

       

         ANOVA 
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Significa
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Regression 3 522.303 
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Residual 47 1312.82 

27.9
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Lack of Motivation Amongst the Employees of the City of Eustis 

Introduction 

 The City of Eustis, Florida will be the subject of an in-depth analysis that will highlight 

one major managerial issue that affects its employees.  The major managerial issue selected for 

analyzation that affects the City’s employees is a lack of motivation to perform at an optimal 

level.  The reason I would like to conduct a case study on the City of Eustis is because this is my 

current employer.  Working directly with many of the supervisors as well as being enlightened to 

employee’s concerns, gives me the motivation to want to assist the City of Eustis analyze the real 

root of the lack of motivation amongst the workforce as a whole. The reason this issue is so 

important to resolve is that a workforce that is not performing at its optimal level, is simply not 

providing the citizens with the quality of service in which they deserve.  Further, it influences the 

employee’s morale which affects the overall success of an organization.  

This paper is an extensive analysis that will cover many areas including: a detailed 

organization background; a critical analysis; a review of the literature; three proposed solutions 

including a specific final recommendation; a detailed implementation plan to assist the City’s 

administration address the issue; and a conclusion.  Various tables and figures are located 

throughout the paper in order to provide the reader with an enhanced readability of the vital 

information.  The major sections of the paper are considered to be the critical analysis, literature 

review, and implementation plan.  The critical analysis is important because it discovers the real 

root of the problem facing the City of Eustis by providing a detailed description of the problems, 

causes, consequences, challenges, and concerns affecting the organization.  The literature review 

section discusses and summarizes five articles that really provide different perspectives on the 

managerial issue of a lack of motivation as well as a summarization paragraph.  Reviewing the 
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research that has already been conducted is a great way to learn from others and provide a 

greater validity to the study as well as contribute to their work.  The implementation plan is 

important because a plan without action will not do the organization any good.  This 

implementation plan details specific stages, activities, schedule, personnel, and budget for the 

final recommendation. 

Organization Background 

Founded in 1875, the City of Eustis is located in Lake County, Florida.  Like many other 

municipalities in Lake County, Eustis was discovered during the post-Civil War era when settlers 

moved southward from other states into the Florida frontier (Eustis Florida Online, n.d.).  

Colonel Abraham Eustis, who served in the U.S. Army in Florida during the early nineteenth 

century, is credited for the City’s founding.  Since its incorporation in 1886, Eustis has been 

known for its citrus and tourism ventures.  Present day Eustis is unique in that it couples a 

historic, lakefront downtown with more suburban commercial corridors and neighborhoods.  

Eustis has developed its own unique character while still being part of the greater Orlando area.  

In coming years, transportation projects such as the completion of State Road 429 will link 

Eustis more to the rest of Central Florida.  

The City of Eustis has a commission-manager form of government.  Enacted in 1957, the 

current charter governs the actions of the City Commission’s five part-time, elected members.  

The City Commission takes its direction solely from the public.  Several responsibilities of the 

Commission include: conducting public meetings, appointing and overseeing the city manager, 

attorney, and clerk, creating/approving city policies, and adopting the budget.  In 2014, the City 

of Eustis had thirteen departments and major divisions.  These departments and divisions include 

Building Services, City Manager’s Office, Development Services, Code Enforcement, Finance, 
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Purchasing, and Budgeting, Human Resources, Library, Parks and Recreation, Public Safety 

(Police and Fire), Transportation (Public Works), and Public Utilities (Water and Wastewater) 

(Eustis Florida Online, n.d.). 

Population & Geographical Data.  The City of Eustis spreads over eleven square miles 

of rolling countryside.  In 2014, the population for the City of Eustis was 19,214 (Eustis Florida 

Online, n.d.).  U.S. Census Bureau estimations for 2014 were slightly different.  Another 

accurate report will not be available until 2020.  The population for the average persons per 

square mile was 1,768.1 in 2014.  According to the Census Bureau 2010 Report, the City of 

Eustis is predominantly white at 74.9%, followed by black or African American at 17.4%, 

followed by Hispanic or Latino at 11.9%.  The Census Bureau (2013) reported a per capita 

income of $21,054 for Eustis residents.  The median home value, as of December 2015 in Eustis 

was $147,900, which have increased by 4.1% over the past year (Eustis FL Home Prices & 

Home Values, n.d.).  These data are skewed because home values are reported by zip code and 

the City of Eustis’ zip codes actually extended 25 or more miles beyond city limits.  The average 

number of occupants per household in 2014 was 2.55 (QuickFacts from the US Census Bureau, 

2015).  See Table 6 in the appendix for more information.  For Lake County, the unemployment 

rate was 5.4% in 2014 (City of Eustis CAFR, 2014). 

Environmental Analysis. The City of Eustis’ organizational structure is similar to that of 

other local municipalities.  As mentioned previously, Eustis has a commission-manager form of 

government, which means the City Commission appoints a City Manager to run the daily 

operations of the municipality.  The City Manager, Ronald Neibert, is the Chief Executive 

Officer of the City of Eustis.  He provides leadership and centralized direction for effective 

administration and operations of all municipal services for the City of Eustis, as directed by the 
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City Commission.  Mr. Neibert also serves as the focal point for the management of the City’s 

personnel.  Among many other things, the City Manager prepares and submits a balanced plan of 

municipal services in adherence with the policy goals and objectives established by the City 

Commission while employing such managerial techniques as needed to assure efficient and 

effective utilization of the City's resources.  Further, Mr. Neibert oversees all City-owned public 

utilities operated and managed by the City and enforces all laws, ordinances, and regulations 

relative to the preservation and promotion of public health and welfare of the community.  Figure 

1, located in the appendix, is an accurate depiction of the City’s organizational structure 

beginning with the taxpayers of Eustis. 

Political. A strong political aspect of the environmental analysis is the spending of public 

funds and the governing structure of the organization.  Since the taxpayers are essentially “in 

charge,” the City of Eustis City Manager and other administrators must consider the wants and 

needs of those individuals or groups of individuals before making a decision regarding the daily 

operations of the municipality.  These decisions can be as small as purchasing a new piece of 

equipment for an office or as large as acquiring funding for a new structure.  This can become a 

challenge for the City’s administrators because spending often comes with an increase in taxes 

which is difficult for the citizens to fully understand.  Further, the City of Eustis must abide by 

major public policies and regulations.  For instance, the City’s Charter, implemented in 1957, is 

an approved (by the State of Florida) set of rules and rights that govern the organization.  The 

State of Florida imposes many other mandates on the City of Eustis which force it to alter its 

political behavior.  The City of Eustis works with many of the surrounding government agencies 

to accomplish its goals and objectives, such as the City of Mount Dora, the City of Umatilla, the 

City of Tavares, the City of Leesburg, and Lake County Government.  Further professional 
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associations and community groups also highly impact the political nature of the City of Eustis.  

Many of the area churches and schools act as community partners to Eustis.  Working together 

on various projects allows both parties to achieve their goals and objectives.  For instance, Lake 

Community Action Agency is located in Eustis and its mission is to “promote self-sufficiency by 

reducing and eliminating barriers that contribute to the instances of poverty through a variety of 

programs to improve the standards of living” (Lake Community Action Agency, n.d., Mission). 

Economic. For FY 2015-2016, the City of Eustis has an operating budget of $20,408,993.  

The majority of revenue funds for the City of Eustis come from property taxes, state shared 

revenue, charges for services, franchise fees, utility service tax, and other.  According to the FY 

2015-2016 budget document, economic conditions for the City of Eustis are improving.  Growth 

in the economy brought an increase in new construction of $13,351,259, an increase over prior 

year of $6,763,491.  Property values of $789,442,770 reflect an increase of 4.027% over the 

previous year (City of Eustis Annual Budget, 2015).  In September 2014, the unemployment rate 

for Lake County was 5.4% compared to the 6.9% in September 2013 (City of Eustis Annual 

Budget, 2015).  According to the City of Eustis Comprehensive Annual Financial Report (2014), 

the economy has been affected more in this area and is a direct representation of the State of 

Florida as a whole.  Lake County as well as the majority of Central Florida relies heavily on part-

time residents from the northern states during the winter months.  Lake County is also part of a 

larger Metropolitan Statistical Area (MSA) consisting of Lake, Orange, Osceola, and Seminole 

counties.  The focal point of the Central Florida area is certainly on Orlando, which relies heavily 

on tourism to flourish.  Lake County’s unemployment is 0.4% higher than the MSA, 0.2% less 

than the State, and 0.9% less than the rest of the nation (City of Eustis CAFR, 2014).  Lake 

County’s unemployment rate has decreased significantly in the past year more-than-likely due to 
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the economy recovering and people returning to the workforce.  In 2014, principal employers 

located in Eustis were: Lake County Schools with 339 employees, Publix with 286, City of 

Eustis with 222, Ruleme Center with 216, Bayview Center with 148, Lake Eustis Care Center 

with 136, Lake Community Action Agency with 124, Winn-Dixie with 120, and Burke 

Industries with 78 (City of Eustis CAFR, 2014). 

Social. Internal. Currently, the City of Eustis has 202 full-time employees, 42 part-time 

employees, and 31 active volunteers.  A demographical breakdown of the City’s full-time 

employees are as follows:  78.2% white, 16.8% black or African American, 3.9% Hispanic or 

Latino, and are 0.9% two or more races.  Further, 30.7% of the City of Eustis employees are 

female and 69.3% are male.  Constant recruitment is conducted for open positions by the City’s 

Human Resources Department in specific areas in order to attract minority and female 

applicants.  The reason this is important is to create a more diverse workforce to foster growth 

and creativity.  Overall, the City of Eustis exhibits a bureaucratic culture due to the nature of the 

organization but the types of cultures may vary greatly depending upon the department.  Further, 

the organization overall tries to foster a clan culture environment by encouraging teamwork and 

spirit, tradition and rituals, family-type atmosphere, and self-management.  An example of a 

department specific culture is in the Police Department.  Generally, the department exhibits a 

strong bureaucratic culture because it emphasizes rules (laws), policies, procedures, chain of 

command, and centralized decision making. 

 External. Since the City of Eustis primarily serves its citizens, the breakdown of the 

community demographics is important to mention.  The United States Census Bureau will not 

conduct another census until the year 2020.  Further, the most recent data available on population 

and demographics for the City of Eustis are from 2014, see Table 6 for more information.  Eustis 
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is predominately white at 74.9%, followed by black or African American at 17.4%, followed by 

Hispanic or Latino at 11.9%, followed by two or more races at 2.4% (Eustis Quickfacts, 2015).  

The City of Eustis is striving to obtain a representative bureaucracy, which essentially allows the 

workforce who is serving the citizens to represent that of the community.  In other words, to 

properly serve the citizens of Eustis, the demographics of the City’s workforce should be 

approximately 74.9% white, 17.4% black or African American, 11.9% Hispanic or Latino, and 

2.4% two or more races.  This same representation should be followed for the gender and age 

categories as well.  The City of Eustis has some diversifying to do in the Hispanic or Latino and 

two or more races categories, in order to make those numbers more indicative of the community 

it serves. 

 Technological. Depending upon the aspect of technology, the City of Eustis has ways to 

perform the daily tasks necessary to run the municipality.  In October 2013, the City of Eustis 

allocated $500,000 for a new financial software system that allowed it to streamline many of the 

daily processes.  Previously, many of the departments were using separate software systems.  For 

the most part, this system has separate modules which allows for use by every department.  

Additionally, Social media is the lifeblood of businesses today.  The City of Eustis has explored 

those avenues as well.  The City has an official Facebook page and Twitter Account which are 

managed by the City’s Public Relations Coordinator.  Several other departments, such as the 

Police and Fire Departments, have their own social media pages to get more specific information 

out to their followers. 

Goals Analysis. Mission Statement. “To create a superior quality of life by engaging and 

partnering with the community to provide financially prudent and customer friendly services” 

(Eustis Florida Online, n.d.). 
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 Vision. “Eustis is a vibrant, lakefront community with a well-integrated local economy 

strengthened by creativity and innovation.  It is a community that respects and honors its history 

and its rich natural environment.  It provides residents, workers, and visitors a friendly, 

welcoming sense of place” (Eustis Florida Online, n.d.). 

 Core Values.  The City of Eustis has five core values that hold a heavy weight in the 

daily operations.  These values are: Service, Professionalism, Integrity, Results-oriented, 

Involvement, and Teamwork.  The core values are more commonly known by the acronym 

“S.P.I.R.I.T” among the employees.  Many policies and procedures are based upon these core 

values, such as employee performance reviews, perspective employee searches, disciplinary 

actions, and the employee recognition program. 

Goals and Objectives. According to the City of Eustis’ Strategic Plan for FY 2013-2014 

(most recent information available), it has three goals it would like to attain (Eustis Florida 

Online, n.d.).  First, Goal One is “To be a beautiful, livable city with a vibrant lakefront identity” 

(City of Eustis Budget, 2015, p. 19).  Several items are listed to assist the City of Eustis in 

achieving Goal One:  complete Ferran Park/Lakefront Master Plan improvements; implement 

Parks and Recreation Master Plan; evaluate eco-tourism potential with local organizations, 

strategy, and funding; construct trail system with connections to county trail systems; work 

constructively with future developers for the redevelopment of catalyst sites identified in the 

Downtown Master Plan; expand the streetscape design in the downtown area as it develops and 

as it is feasible; and work with FDOT to install another traffic light signal on Bay Street either at 

the Magnolia Avenue or Macdonald Avenue intersection.   

Second, Goal Two is “To expand the local economy” (City of Eustis Budget, 2015, p. 

22).  Several items to achieve Goal Two are: accommodate transit-oriented development; 
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continue to explore and evaluate the feasibility of commuter rail opportunities; develop transit 

alternatives for a Golden Triangle circulator route that is self-funding by ridership, with no 

subsidies; and evaluate the effectiveness of incentive programs and adjust as necessary.  All 

incentive programs MUST show a return on investment to the taxpayer; otherwise the program 

must be considered a grant. 

Third, Goal Three is “To provide quality, cost-effective public services” (City of Eustis 

Budget, 2015, p. 24).  Several items to achieve Goal Three are: implement City fleet policies; use 

new financial software to streamline operations and improve service; consider and evaluate 

technology applications to automate utility billing and meter reading; evaluate benefits and 

options for an Interlocal Service Boundary Agreement with Lake County and adjacent 

jurisdictions; and evaluate options and benefits regarding utility service expansion in the eastern 

service area (Heathrow/Sorrento). 

Stakeholder Analysis. Internal. The internal stakeholders for the City of Eustis are 

comprised of the employees (full and part-time), City Manager, City Commissioners (including 

the Mayor), and volunteers.  Specific expectations held by these stakeholders are listed below. 

Table 1- Internal Stakeholder Analysis 

Internal Stakeholder Expectations 

Employees (full and part-

time) 
 Receive fair pay for fair work 

 Work together towards a common goal 

City Manager  Ensure citizens of Eustis are satisfied with the services the 

municipality provides 

 Carry out the goals of the City Commission 

 Ensure smooth daily operation of the municipality 

City Commissioners 

(including the Mayor) 
 Clearly express concerns of the citizens 

 Represent a face and a voice for the citizens of Eustis  

Volunteers  Perform duties as assigned to assist departments 

 Gain knowledge in interested field of study 
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 External. The important external stakeholders for the City of Eustis are comprised of the 

applicants, citizens, vendors, customers, community partners, auditors, and former employees.  

Specific expectations held by these stakeholders are listed below. 

Table 2- External Stakeholder Analysis 

External Stakeholder Expectations 

Applicants  Receive an unbiased and fair chance at employment 

Citizens  Receive stellar service(s) from the municipality 

 Ability to express concerns to municipality about various 

issues 

Vendors  Receive prompt payment for goods and services provided 

to the municipality 

Customers  Receive quality service from municipality 

Community Partners  Work together with the municipality to achieve common 

goals 

Auditors  Perform annual audits of financials of the municipality 

Former Employees  Receive assistance from HR Department with exit 

interviews, benefit withdrawals/transfers, prompt 

employment verifications, etc… 

Critical Analysis 

The City of Eustis is comprised of thirteen different departments/divisions, which all 

have various levels of supervisors in each.  Among those departments/divisions, there are 

approximately 202 full-time employees and 42 part-time employees.  When considering the 

relative size of the City of Eustis, a major issue comes into consideration when attempting to 

motivate individual employees to perform job-related tasks.  Out of the 202 full-time employees, 

approximately 40 are in a supervisory role.  “Managers have to be excellent at addressing the 

needs and goals of individual employees” (Gibson, Ivancevich, Donnelly, Konopaske, 2012, p. 

124).  Further, no single approach will work with every employee because each individual varies 

greatly, from rewards to needs to views (Gibson et al, 2012).  Currently, the City of Eustis does 

not provide training to managers/supervisors on the motivation of employees.  Herein lies the 

problem.  How do the managers know how to motivate their individual employees?  Is it 
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something they are born with or do they learn it on their own?  Or are they not managing 

properly; therefore, leading to a workforce that is only reaching half of its true potential? 

 David C. McClelland’s learned needs theory of motivation proposes that many needs are 

acquired from the culture of a society (Gibson et al, 2012).  The three learned needs are: a need 

for achievement, a need for affiliation, and a need for power.  “McClelland suggested that when 

a need is strong in a person, its effect is to motivate them to use behavior leading to its 

satisfaction” (Gibson et al, 2012, p. 135).  As the theory suggests, these learned needs may 

impact the way employees are motivated to do their jobs.  Furthermore, training and education 

can enhance and influence a person’s need strength (Gibson et al, 2012).  Table 3 below depicts 

the learned needs theory as it relates to the City of Eustis. 
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Table 3- Learned Needs Theory of Motivation Analysis 

Need Issue Cause Effect Problem Challenge Concern 

Achievement 

Supervisor does 

not know each 

individual 

employee’s goals 

(personal & 

professional) 

Not spending 

enough time one 

on one with each 

employee to 

determine goals 

Inability to 

effectively 

manage 

employees 

resulting in a 

lower employee 

morale; lose 

quality 

employees 

Employees may 

resign; citizens 

may receive a 

lower quality of 

service as a 

result 

Finding time to 

spend with each 

employee to 

discuss goals and 

still get the job 

done efficiently; 

having a 

functional 

system in place 

to record and 

monitor goals 

If behavior 

continues, it will 

be harder to 

make changes 

with long-term 

employees 

Affiliation 

Employees not 

feeling a sense of 

belongingness 

(among social 

groups as well as 

to the 

organization as a 

whole) 

Organizations 

lack of use of 

employee 

motivation 

programs 

Personally, 

employees may 

experience a 

level of 

depression. 

Professionally, 

they can adopt 

the “it’s just a 

job” attitude 

Employees may 

resign from the 

organization as a 

result 

Supervisors 

determining 

what motivates 

each employee 

and passes that 

information 

along to upper 

management 

Employee 

turnover 

increases and 

higher costs for 

recruitment of 

new employees 

Power 

Each employee 

lacking the 

feeling like they 

have a certain 

level of authority 

over something 

currently or 

possess the 

ability to attain it 

in the future 

Supervisors lack 

ability to 

communicate or 

belief in 

employees to 

hold a certain 

level of 

responsibility 

over something  

No sense of 

purpose with 

everyday work, 

resulting in a 

lower employee 

morale, lose 

quality 

employees 

Employees may 

feel “stuck” 

where they are 

with no goals of 

advancement in 

the future 

Immediate 

supervisors 

finding a way to 

assign proper 

amount of 

authority as well 

as encourage 

future growth 

with employees 

Lack of qualified 

employees to 

advance when 

positions become 

available 
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Literature Review 

 Public Service and Motivation: Does Mission Matter?  This article contributed to the 

literature on public sector performance in several ways.  It highlighted a study conducted at a 

large New York State agency involving public service motivation amongst managers and 

professionals within the organization.  Among other things, the study examined if job-goal 

importance had a direct, positive impact on work motivation; if the perceived importance of 

organizational (mission valence) had an indirect, positive effect on work motivation through its 

influence on job-goal importance; or if extrinsic rewards that are contingent on performance had 

an indirect, positive effect on work motivation through their influence on job-goal importance.  

One finding, “public managers should neither ignore importance of extrinsic rewards nor look to 

them as a primary solution to the motivation puzzle,” was especially noteworthy (Wright, 2007, 

p. 60).  Instead, Wright (2007) suggested that managers should be sure to assign performance 

expectations in a way that not only clearly explains what employees need to do and how to do it 

but additionally why they should do it (p. 60).  Moreover, the article suggested managers look at 

the organization’s mission statement as a motivational tool to inspire their employees to work 

harder by clearly communicating how their work directly benefits society (Wright, 2007). 

 This article relates to the City of Eustis’ motivation issue in that it tested several 

hypotheses in order to determine how different rewards impacted motivation in a public sector 

setting.  By applying the same concepts to the City of Eustis, one could conclude that employees 

who choose to work in the public sector are committed to public service and supervisors should 

use this to further determine individual needs to aide with the motivation process. 

Motivating Employees in a New Governance Era: The Performance Paradigm Revisited.  

This article presented a “review of reviews” on research that examined four elements of the 
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traditional performance paradigm: employee incentives, job design, employee participation, and 

goal setting (Perry, Mesch, & Paarlberg, 2006, p. 505).  After reviewing a multitude of articles, 

the authors identified thirteen broad propositions for possible future research topics.  For 

instance, under the element of goal setting, one such proposition was made that “challenging and 

specific goals improve the performance of employees” (Perry, et al, 2006, p. 509).  Goal-setting 

theory suggests that conscious and well-specified goals positively affect the actions on 

employees (Perry, et al, 2006).  More research is emerging regarding the impact of goal setting 

on higher levels of performance (such as creativity) and on elements of organizational 

citizenship behavior (Perry, et al, 2006).  Interestingly, one study examined found that 

“participants with a do your best or difficult goal as well as a goal for creativity, are more likely 

to exhibit high levels of productivity and creativity, whereas employees with only a productivity 

goal are less creative” (Perry, et al, 2006, p. 509). 

 This article relates to the City of Eustis’ motivation issue in that it focused on goal-setting 

theory as a means to achieve higher levels of performance by employees.  One of McClelland’s 

learned needs encourages the utilization of goal setting in order to fulfill the employees need for 

achievement.  This article offered up several suggestions to motivate employees in the realm of 

the new governance era, which may be applied to the City of Eustis. 

Empowering Public Sector Employees to Improve Performance: Does it Work?  This 

article examined a study that explored the link between various empowerment practices and 

perceived performance in federal government agencies (Fernandez & Moldogaziev, 2010).  

“Employee empowerment involves a variety of practices aimed at sharing power, information, 

and resources with frontline employees” (Fernandez & Moldogaziev, 2010, p. 39).  The study 

found that certain empowerment practices, such as granting employees greater discretion and 
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providing them with job-related knowledge and skills, positively influence employee perceptions 

of performance.  Moreover, employee empowerment should work best in instances of non-

routine tasks and in dynamic and competitive external environments that place a high level of 

importance on flexibility (Fernandez & Moldogaziev, 2010). 

 This article relates to the City of Eustis’ motivation issue in that it focused on 

empowering employees in order to achieve a higher level of performance.  This article related to 

another one of McClelland’s learned needs, power.  The majority of City of Eustis’ employees 

lack the feeling of ownership or feeling they have authority over something as well as the ability 

to attain it in the future.  Applying this study to the City of Eustis would suggest that allowing 

employees to be involved in the decision-making process or providing them with an increased 

level of discretion will empower them, therefore, generating a highly productive workforce.    

Does Public Service Motivation Really Make a Difference on the Job Satisfaction and 

Turnover Intentions of Public Employees?  This article highlighted a study that explored whether 

the relationships among public service management (PSM), job satisfaction, and the turnover 

intentions of public employees were mediated by person-organization fit (Bright, 2007).  There 

were several noteworthy findings.  First, the study confirmed that the similarity between 

employees and public organizations is an important factor on the attitudes and behaviors of 

public employees (Bright, 2007).  Moreover, public employees will have considerably higher 

levels of job satisfaction and considerably lower levels of turnover in environments that are 

compatible with their needs and desires (Bright, 2007).  Second, the study suggested “that while 

PSM and person-organization fit are strongly related, they are not perfectly related” (Bright, 

2007, p. 162).  Unfortunately, the study failed to determine whether PSM is the sole predictor of 

the fit of individuals in public organizations.  Lastly, the study suggested that PSM does not offer 
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unlimited benefits in every public sector environment (Bright, 2007).  Further, PSM may attract 

public employees to the service-oriented work but this benefit is short-lived in unfavorable 

public sector environments (Bright, 2007). 

This article relates to the City of Eustis’ motivation issue in that it focused on public 

service motivation and how it affects job satisfaction and turnover rates.  If one were to apply the 

findings in this article to the City of Eustis, one could conclude that the employees will generally 

have higher levels of job satisfaction and lower willingness to change jobs simply because of 

their choice for a career path (when conditions are favorable).  This article offered up several 

suggestions in which the City of Eustis could utilize to motivate its employees. 

Can Performance Appraisal Systems Inspire Intrinsically Motivated Employees?  This 

article presented a study that was conducted to determine whether a well-implemented 

performance appraisal system (PAS) could compel intrinsically motivated federal employees to 

be more productive (Oh & Lewis, 2009).  The study found that 18% of employees agreed that 

the PAS motivated them to do a better job and 30% strongly disagreed (Oh & Lewis, 2009).  

Amongst those who identified themselves as intrinsically motivated employees, only 9% 

believed that the PAS motivated them to do a better job and 39% strongly disagreed (Oh & 

Lewis, 2009).  The article noted that “employees may not realize how strongly monetary awards, 

promotion, and other benefits motivate them.  Even if they do, they may not be willing to admit 

it, and those who claim all intrinsic motivators may be the least willing to acknowledge that they 

are responding to the PAS” (Oh & Lewis, 2009, p. 165).  Overall, the findings suggested that the 

federal government will encounter issues when attempting to link pay for performance as a 

means of improving productivity (Oh & Lewis, 2009).  Instead, government entities may get 

farther by emphasizing rewards associated with PSM, where employees are more likely to be 
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motivated by a “desire to serve the public interest, loyalty to duty and to the government as a 

whole, and social equity” (Oh & Lewis, 2009, p. 160). 

This article relates to the City of Eustis’ motivation issue in that it highlighted the topic of 

performance appraisals and whether or not government employees found them to be a motivator.  

Currently, the City of Eustis has a performance appraisal system in place where twice a year 

employees are to be evaluated on how their individual performance aligns with the City’s core 

values.  However, many supervisors do not properly engage in the process.  Many supervisors 

actually skip six-month reviews and conduct annual reviews long after they are due. 

 Overall, the literature examined regarding the topic of employee motivation in the public 

sector was relatively cohesive.  The amount of information available on the topic is limitless.  

Essentially, one can discover several themes within the five articles reviewed.  First, employees 

who choose to work in public service often have a different set or level of needs that need to be 

fulfilled, aside from traditional intrinsic rewards.  Additionally, supervisors should not to rely on 

extrinsic rewards as a primary solution to motivate employees.  Second, supervisors need to 

spend time getting to know their subordinates in an effort to better manage them. Supervisors are 

faced with many challenges on a day-to-day basis.  Understanding employees’ wants and needs 

by setting goals with them (not just setting the goals for them), will greatly assist in the 

motivation process.  Third, performance appraisal systems do not holistically motivate 

employees to want to do a better job.  However, without a performance appraisal or feedback 

process in place, employees do not know how their performance compares to the supervisors 

expectations.  Performance appraisal systems generally work better when an extrinsic reward is 

attached to them (such as merit pay or a promotion).  Supervisors are more motivated to provide 
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the structured feedback to employees and employees are more receptive to that feedback, in that 

case. 

Solutions & Recommendations 

Table 4- Proposed Solutions (including strengths and weaknesses) and Final Recommendation 

Solution Strengths Weaknesses 

1. Revamp the performance 

appraisal system to 

incorporate more meaningful 

performance information and 

structure, including penalties 

for supervisors who do not 

submit reviews on time, a 

two-way feedback aspect, and 

an extrinsic reward attached 

to the reviews in order to 

improve communication and 

motivation amongst 

employees at the City of 

Eustis.  It is important to 

properly train supervisors on 

the importance of the 

performance appraisal system 

as well as how to maximize 

the program. 

Performance feedback must 

be provided to employees 

(Gibson, et al, 2012).  The 

majority of employees will 

appreciate the structured 

system that will allow them to 

provide feedback to their 

immediate supervisors 

(Gibson, et al, 2012).  Tying 

consistently receiving 

extrinsic rewards to the 

appraisal system will create a 

favorable attitude toward the 

process as a whole for most 

employees and supervisors. 

Overall, scholars have found 

that performance appraisals 

do not motivate all employees 

to do a better job (Oh & 

Lewis, 2009).  However, 

feedback about performance 

is highly desired by most 

employees (Gibson, et al, 

2012).  The main weakness of 

selecting this solution would 

be that it does not address the 

issue of motivating all 

employees at the City of 

Eustis. 

2. Empower employees by 

granting them permission to 

use their individual talents, 

skills, resources, and 

experience to assist in the 

decision-making process 

(Gibson, et al, 2012). 

Empowering employees by 

involving them in the more 

routine, programmed 

decisions.  Providing 

employees with an increased 

level of discretion will 

empower them, therefore, 

generating a highly 

productive workforce.  

Employee empowerment can 

be credited with improving 

service quality and efficiency 

(Gibson, et al, 2012). 

Not all employees are 

motivated by obtaining 

power.  Also, some 

supervisors who have more of 

an authoritative style of 

management may struggle 

with the ability to relinquish 

some level of authority or 

power (Gibson, et al, 2012). 

3. Specific goal-setting with 

employees versus goal-setting 

for employees while avoiding 

ambiguous “do-your-best” 

Goal-setting with employee 

will allow supervisors to get 

to know their employees 

better because they will 

Goal-setting is complicated 

and challenging to sustain 

(Gibson, et al, 2012).  

Specific goal-setting 
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goals.  Establishing 

moderately difficult goals to 

direct behavior is also 

important. 

determine what interests the 

employee has in career 

growth, furthering their 

education, etc.  Employees 

will care more about the goals 

because they helped set them. 

The more difficult the goal, 

the higher the level of 

performance (Gibson, et al, 

2012). 

generally works well for 

simple jobs, but not for 

complex jobs (Gibson, et al, 

2012).  Many employees will 

view goal-setting just as 

another check on them to 

monitor their performance 

(Gibson, et al, 2012).  

Employees may begin to 

neglect other important 

aspects of their jobs because 

they are so focused on goal 

achievement (Gibson, et al, 

2012). 

Final Recommendation 

Within the past year, the City of Eustis has experienced a lot 

of change due to five newly hired department directors as well 

as a new City Manager.  This is important because the timing 

may be just right to make changes to existing practices that 

were somewhat stale or not working quite as well as they 

could be.  The final recommendation is to revamp the current 

performance appraisal system (solution one).  This may be the 

best solution for the City of Eustis at this point because it is 

the only option in which the organization would be working 

with a system that is already in place.  The other two solutions 

would require more change and new program 

implementations.  Gibson et al. (2012) are in favor of 

providing performance feedback to employees; however, no 

detailed information is provided on the subject. 

 

Addressing the weaknesses associated with this solution, 

would be challenging because much research has shown that 

the performance appraisal system itself does not motivate 

employees (Oh & Lewis, 2009).  It will be a balancing act to 

motivate extrinsically motivated employees while not 

demotivating intrinsically motivated ones at the same time 

with the performance appraisal system.  Often, government 

entities rely heavily on “separable consequences” (i.e., merit 

pay, promotions, working conditions, and benefits) to 

motivate employees, even though most research concludes 

that intrinsic rewards are more important (Oh & Lewis, 2009, 

p. 159).  Interestingly, extrinsic rewards can actually drive out 

intrinsic motivation (Oh & Lewis, 2009).  Public service 

motivation concept (coined by Perry and Wise) suggests 

individuals who choose to work in the public sector have a 

strong desire to serve the public interest, which helps to 

satisfy need for intrinsic rewards (Oh & Lewis, 2009).  A 
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long-term objective for management could be to incorporate 

the specific goal-setting solution into the performance 

appraisal system. 

 

Theoretical Support. Solution One. Solution one revolves around the public service 

motivation theory.  In 1990, James L. Perry and Lois R. Wise discovered the public service 

motivation theory which is defined as “an individual’s predisposition to respond to motives 

grounded primarily or uniquely in public institutions and organizations” (Moynihan & Pandey, 

2007).  Several empirical studies supported the finding of Perry and Wise in the regard that 

public employees are more likely to be motivated by a “desire to serve the public interest, loyalty 

to duty and to the government as a whole, and social equity” and that employees who rank higher 

on the public service motivation scale, may be more productive workers (Oh & Lewis, 2009).  

The performance appraisal system can be utilized to tie extrinsic rewards to performance.  Public 

service employees, even though most are often motivated by intrinsic rewards, may not realize 

how strongly monetary rewards, promotions, and other benefits motivate them (Oh & Lewis, 

2009).  By revamping the performance appraisal system that is already in place, the City of 

Eustis may be able to capitalize on the public service motivation satisfies intrinsically motivated 

employees.  The performance appraisal system will help satisfy the extrinsically motivated 

employees by tying the system to extrinsic rewards (i.e. pay increases or promotions). 

 Solution Two.  Solution two revolves around learned needs theory of motivation.  In 

1961, David C. McClelland developed the learned needs theory of motivation.  McClelland’s 

theory purposes that three needs – achievement, affiliation, and power, are learned behaviors 

people acquire from society (Gibson, et al, 2012).  McClelland believed (like most other 

motivation theorists) when the need is strong in a person, its effect is to motivate them to shift 

their behavior accordingly to lead to its satisfaction (Gibson, et al, 2012).  Empowering 
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employees aligns with the need for power.  The need for power may be satisfied for employees 

by involving them in the more routine, programmed decisions. 

 Solution Three. Solution three revolves around the goal-setting theory.  In 1968, goal-

setting theory was developed in a paper written by Edwin Locke.  Locke purposed that “goal-

setting” was a cognitive process of some practical utility and viewed that an individual’s 

conscious goals and intentions are the primary determinants of behavior” (Gibson, et al, 2012, p. 

167).  Specific goal-setting with employees can be a complex process.  From the managerial 

perspective, key steps in goal setting are (1) diagnosing whether the people, the organization, and 

the technology are suited for goal setting; (2) preparing employees through increased 

interpersonal interaction, communication, training, and action plans for goal setting; (3) 

emphasizing the attributes of goals that should be understood by a supervisor and subordinates; 

(4) conducting intermediate reviews to make necessary adjustments in established goals; (5) 

performing a final review to check the goals set, modified, and accomplished (Gibson, et al, 

2012, p. 168).  A part of the process that should be emphasized is to make sure subordinates and 

supervisors engage in the goal setting process together.  Goals will mean more to the employee if 

they helped set them.  Supervisors should provide guidance throughout the process to make sure 

goals are simple, attainable, measurable, reasonable, and timely.  Locke described these 

attributes similarly but perspective of a cognitive processes of goal setting.  For instance, 

employees should have goal specificity, goal difficulty, goal intensity, and goal commitment 

(Gibson, et al, 2012).  Further, research has shown that the specificity of goals matters as more 

precise goals produce higher output than vague, “do your best” goals (Gibson, et al, 2012). 



CAPSTONE PORTFOLIO  157 
 

Implementation Plan 

For the City of Eustis’ issue of lack of employee motivation, one recommendation was 

proposed in order to address it: revamping the current performance appraisal system (solution 

one).  If effectively implemented, this implementation plan will help the organization achieve the 

objective of motivating its employees.  This plan will be the ultimate test of the soundness of the 

manager’s decision as seen in the behavior of the people who are affected by the decision 

(Gibson, et al, 2012).  Therefore, “a manager’s job is not only to choose good solutions but also 

to transform such solutions into behavior in the organization” (Gibson, et al, 2012, p. 470).  

Communication is the key to achieving optimal implementation success. 

 This implementation plan explores the resources necessary for action:  supervisor 

training; costs and funding sources; timeline and schedule; activities; and who should participate.  

Because there is already a performance appraisal system in place, Department Directors and City 

Administrators will need to work extra hard to stress the importance of the new system.  

Currently, performance appraisals are treated as a chore and are not taken seriously by 

supervisors.  This plan aims to address those concerns as well as target the ultimate issue of lack 

of employee motivation by 2018.  The current performance appraisal forms have been used for 

three full fiscal years and all employees are on an annual rotation (new employees fall in with the 

others after their first year).  For better readability, Table 5 details the activities, personnel, 

schedule, and estimated costs involved with implementation. 

Table 5- Implementation Plan 

 Activity  Personnel Schedule  Cost  

Make budgetary 

allocations for 

training. 

Human Resources 

Director (1) & 

Finance Director (1) 

April 2016 (budget 

preparations occur 

May – June 2016, so 

must submit an 

estimated cost now in 

HRD: 1p * 3hr * 

$45/hr = $135; FD: 

1p * 4hr * $45/hr = 

$180 

Total: $315 
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order to ensure 

funding available for 

training outlined in 

this plan) 

Assessment of current 

review forms to 

determine strengths 

and weaknesses. 

Human Resources 

Department (3) & 

City Manager (1) 

April 2016 HRDEPT: 3p * 3hr * 

$27/hr = $243; CM: 

1p * 1hr * $68/hr = 

$68 

Total: $311 

Hold a management 

meeting with all 

department 

supervisors to gain 

their perspective on 

current practices as 

well as feedback on 

potential rewards to 

give employees. 

Human Resources 

Director (1) & all 

department 

supervisors (45) 

May 2016 HRD: 1p * 2hr * 

$45/hr = $90; ADS: 

45p * 2hr * $40/hr = 

$3,600 

Total: $3,690  

Hold a follow-up 

management meeting 

with all department 

supervisors to finalize 

appraisal forms. 

Human Resources 

Director (1) & all 

department 

supervisors (45) 

June 2016 HRD: 1p * 1hr * 

$45/hr = $45; ADS: 

45p * 1hr * $40/hr = 

$1,800 

Total: $1,845 

Finalize new 

performance appraisal 

forms and practices. 

Human Resources 

Director (1) & City 

Manager (1) 

July 2016 (new 

performance review 

period will begin 

August 1). 

HRD: 1p * 3hr * 

$45/hr = $135; CM: 

1p * 1hr * $68/hr = 

$68 

Total: $203 

Develop a 

supervisor’s guide to 

performance 

appraisals. 

Human Resources 

Department (3) 

Ongoing but needs to 

be completed by 

August 2016. 

HRDEPT: 3p * 20hr 

* $27/hr = $1,620 

Total: $1,620 

Hire professional 

corporate training 

firm to give an 

outsider’s perspective 

on the importance of 

performance 

appraisals and 

providing feedback to 

employees. 

Human Resources 

Department (3) & 

Corporate Trainer (1) 

July 2016 HRDEPT: 3p * 2hr * 

$27/hr = $162; CT: 

$1,500 flat fee 

Total: $1,662 

Schedule training 

with all department 

supervisors on new 

performance appraisal 

forms and distribute 

Human Resources 

Director (1) 

August 2016 HRD: 1p * 0.5hr * 

$45/hr = $22.50 

Total: $22.50 
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supervisor’s guides. 

Train all department 

supervisors on new 

performance appraisal 

forms and give tips 

on how to track 

feedback until review 

time. 

Human Resources 

Director (1) & all 

department 

supervisors (45) 

August 2016 

(multiple sessions 

will be held in order 

to include everyone). 

HRD: 1p * 2hr * 

$45/hr = $90; ADS: 

45p * 2hr * $40/hr = 

$3,600 

Total: $3,690 

Hold a follow-up 

meeting with all 

department 

supervisors to provide 

support as they 

prepare to conduct 

six-month appraisals. 

Human Resources 

Director (1) & all 

department 

supervisors (45) 

January 2017 HRD: 1p * 1hr * 

$45/hr = $45; ADS: 

45p * 1hr * $40/hr = 

$1,800 

Total: $1,845 

Solidify extrinsic 

rewards linked to 

satisfactory 

performance 

appraisals. 

Human Resources 

Director (1), City 

Commissioners (5), 

City Manager (1), & 

Finance Director (1) 

February – March 

2017 

HRD: 1p * 2hr * 

$45/hr = $80; CC: 5p 

* 2hr * $45/hr = 

$450; CM: 1p * 2hr * 

$68/hr = $136; FD: 

1p * 3hr * $45/hr = 

$135 

Total: $801 

Make budgetary 

allocations for 

extrinsic rewards for 

satisfactory 

performers. 

Human Resources 

Director (1), City 

Commissioners (5), 

City Manager (1), & 

Finance Director (1) 

April 2017 HRD: 1p * 2hr * 

$45/hr = $80; CC: 5p 

* 2hr * $45/hr = 

$450; CM: 1p * 2hr * 

$68/hr = $136; FD: 

1p * 3hr * $45/hr = 

$135 

Total: $801 

Annual performance 

appraisals are due. 

All department 

supervisors (45) 

July – August 2017 ADS: 45p * 2hr (avg) 

* $40/hr = $3,600 

Total: $3,600 

Preparation to 

distribute rewards. 

Human Resources 

Department (3) 

September 2017 HRDEPT: 3p * 4hr * 

$27/hr = $324 

Total: $324 

Distribution of 

rewards. 

Human Resources 

Department (3) & 

Finance Department 

(4) 

October 2017 HRDEPT: 3p * 2hr * 

$27/hr = $162; 

FDEPT: 4p * 2hr * 

$30/hr = $240 

Total: $402 

Hold a follow-up 

meeting with all 

department 

Human Resources 

Director (1) & all 

department 

November 2017 HRD: 1p * 1hr * 

$45/hr = $45; ADS: 

45p * 1hr * $40/hr = 
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supervisors to receive 

feedback on the new 

process. 

supervisors (45) $1,800 

Total: $1,845 

Make any necessary 

changes for next 

performance appraisal 

cycle and 

communicate those to 

all department 

supervisors. 

Human Resources 

Director (1) 

November 2017 HRD: 1p * 1hr * 

$45/hr = $45 

Total: $45 

 Total: 1 ½ years Total: $23,021.50 

Abbreviation: Explanation: Hourly Rate or Fee: 

HRD 

ADS 

HRDEPT 

CM 

FD 

FDEPT 

CC 

CT 

Human Resources Director  

All department supervisors 

Human Resources Department 

City Manager 

Finance Director 

Finance Department 

City Commissioners 

Corporate Trainer (local college) 

$45/hour 

$40/hour (average) 

$27/hour (average) 

$68/hour 

$45/hour 

$30/hour (average) 

$45/hour (paid monthly) 

$1,500 flat fee 

***This table is not 100% accurate and may require adjustments.  It is just for illustrative 

purposes at this time.  An assumption between each step is that it obtained appropriate level of 

approval. *** 

 

The implementation plan above is relatively simply and should be implemented over the 

next year and half.  First, budgetary allocations must be made as soon as possible because of the 

timing of the plan.  Budget preparations will begin within the Finance Department over the next 

month.  Next, the Human Resources (HR) Director will need to determine (with the assistance of 

the HR Department and other Department Directors) the strengths and weaknesses of the current 

performance appraisal forms and the system as a whole.  It would be beneficial for Department 

Directors to provide the HR Director with uninhibited feedback.  Formal management meetings 

are typically the method used in order to convey information to supervisors, specifically about 

performance appraisals.   

Next, the HR Director should hold a management meeting to obtain feedback from 

supervisors on current practices regarding performance appraisals as well as ideas for potential 
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rewards their employees would like to receive.  Next, a follow-up management meeting should 

be held with all department supervisors to finalize the appraisal forms and the system as a whole.  

Holding this meeting a month after the first meeting will allow some time for supervisors to 

think about current practices and talk to their employees about how they feel about the appraisal 

process.  Next, the HR Director and City Manager should work together to finalize the 

performance appraisal forms and practices.  Now that the appraisal system is in place, a 

supervisor’s guide to performance appraisals should be developed by the HR Department.  Next, 

it is recommended that an outside firm conduct training on the importance of performance 

appraisals and providing consistent feedback to their employees.  This is recommended because 

an outsider’s perspective would allow supervisors to hear how important the appraisal system is 

from someone besides the HR Department, which may hold more weight with them.  Often, the 

HR Department is view as “big brother” and many supervisors (or employees in general) buck at 

their efforts.  Next, the HR Director should schedule training will all department supervisors on 

new performance appraisal forms and practices.  Then, the training may take place.  Multiple 

training sessions will be held in order to include everyone.  A weakness of the current training 

system that is in place is that only one training session was held.  By the HR Director holding 

these sessions, this will create an open line of communication for questions, comments, and 

concerns.   

Next, the HR Director should hold a follow-up management meeting with all department 

supervisors to provide support as they prepare to conduct six-month performance appraisals.  It 

is important to hold this meeting because this will set the stage for the rest of the review period.  

Next, the City’s Administration will need to solidify the extrinsic rewards that will be linked to 

employees who receive a satisfactory performance appraisal.  Once those are in place, budgetary 
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allocations for those rewards will need to be made.  By this occurring one year from the 

inception of this plan, budget preparations will be occurring shortly; therefore, the money will be 

properly allocated.  Next, the annual performance appraisals are due, which will involve all 

department supervisors.  Next, the HR Department will track and monitor those employees who 

receive satisfactory performance appraisal and those who do not.  For those who do, the HR 

Department will prepare personnel action forms to distribute the reward (merit increase, bonus, 

etc.).  For those who do not, further follow-ups should be conducted and those employees do not 

receive any reward.   

Next, the distribution of rewards will occur to those who qualify.  Next, it is 

recommended that the HR Director hold a follow-up management meeting to assess the new 

performance appraisal process.  This is an important step that has not occurred in previous years.  

The performance appraisal system should be constantly monitored and adjusted, then the 

supervisors should be kept up-to-date on all changes.  By having quarterly or bi-annual 

management meetings, supervisors will be reminded that they need to be tracking performance, 

meeting with their employees, etc.  Finally, the HR Director will be responsible for making any 

changes for the next performance appraisal cycle and to communicate those changes to all 

department supervisors.  As long as it works well, the process will continue to repeat itself.  The 

estimated total cost for this recommendation is $23,021.50 and the total time expected to 

complete this project will be about a year and a half, as shown in Table 5.  

 In order to greater solidify the necessity to implement the plan above, several 

communication/promotion strategies and activities should be utilized.  First, communication at 

every stage of the implementation plan is vital.  Most communication will be provided to the 

department supervisors, City Manager, and City Commissioners (as well as others) via email and 
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in person at the management meetings.  Second, in order to “sell” the solution of revamping the 

performance appraisal system to the department supervisors (and others involved), the focus 

should be shifted to the rewards for the employees.  Utilizing the rewards as a promotion strategy 

will motivate the supervisors to conduct the performance appraisals completely, correctly, and on 

time.  Third, the supervisors guide should be utilized as a communication tool for all department 

supervisors to complete the performance appraisals.  New supervisors will also be able to utilize 

the tool after the implementation plan takes effect. 

The reason these budgetary allocations should be made because this affects every 

employee in the city.  Properly training supervisors on how to conduct performance appraisals 

and explaining the reason why they are important will begin a chain of events that will ultimately 

lead to the City of Eustis’ employees being motivated.  The employees will become motivated by 

receiving the reward that motivates them the most (i.e. monetary rewards, recognition, feedback, 

etc.).  This will allow for a fully engaged workforce that is able to reach its full potential.  

Therefore, providing the citizens with a better quality service. 

Conclusion 

In conclusion, this paper has presented the City of Eustis with a specific, detailed 

approach to achieving a motivated, fully-engaged workforce.  Through the critical analysis, it 

was discovered that the supervisors are not properly trained on motivating their employees.  If 

supervisors do not receive the training to know how to motivate their employees, there is a high 

probability that the supervisors are not fully motivating their employees.  Discovering this paved 

way for the major focus of the paper.  The literature review helped define major concepts related 

to employee motivation.  More specifically, one article reviewed helped uncover research that 

had been conducted previously on the performance appraisal system.  This article provided 
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support for solution one, which was ultimately selected as the recommended option to assist the 

City of Eustis achieve an optimal level of employee motivation.  Additionally, solution one was 

further solidified by the public service motivation theory which ultimately will assist the City 

because the theory suggests employees who have a desire to serve the public seek employment 

with municipalities.  The detailed implementation plan is a step-by-step process for the City’s 

administration to help impact the lack of motivation issue.  For future studies of this similar issue 

and case, it is recommended that more studies and research be conducted on public service 

motivation theory.  This is a relatively new theory in the realm of public service.  Most textbooks 

have not started to include it yet so more literature and peer-reviewed scholarly articles should be 

sought that cover the topic.  Also, more specific information regarding individual employee 

motivators would be very helpful.  Currently, the availability of specific studies regarding lack of 

motivation amongst public service employees in local government are slim.  This paper provided 

an interesting linkage amongst the managerial issue, available literature, and theoretical support 

to develop an all-encompassing, usable plan for the City of Eustis.   
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Appendix 

Figure 1- Organizational Chart 
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Table 6- U.S. Census Bureau Quickfacts 

U.S. Census Bureau QuickFacts Eustis, FL 

Population, 2014 estimate 19,455 

Population, 2010 (April 1) estimates base 18,490 

Population, percent change - April 1, 2010 to July 1, 2014 5.2% 

Population, 2010 18,558 

Persons under 5 years, percent, 2010 6.6% 

Persons under 18 years, percent, 2010 23.4% 

Persons 65 years and over, percent, 2010 20.8% 

Persons per square mile, 2010   1,768.1 

Female persons, percent, 2010 52.9% 

White alone, percent, 2010 (a) 74.9% 

Black or African American alone, percent, 2010 (a) 17.4% 

American Indian and Alaska Native alone, percent, 2010 (a) 0.4% 

Asian alone, percent, 2010 (a) 1.2% 

Native Hawaiian and Other Pacific Islander alone, percent, 2010 (a) Z 

Two or More Races, percent, 2010 2.4% 

Hispanic or Latino, percent, 2010 (b) 11.9% 

White alone, not Hispanic or Latino, percent, 2010 67.9% 

Households, 2009-2013 7,254 

Persons per household, 2009-2013 2.55 

Per capita money income in past 12 months (2013 dollars), 2009-2013 $21,054 

Median household income, 2009-2013 $37,885 

Persons below poverty level, percent, 2009-2013 25.1% 
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Appendix 5 

Competency 4, Evidence 1 (4.1) 

Reading Brief #2 

Introduction 

 After reviewing the readings, I was able to determine several interesting things about 

volunteerism.  These readings seemed to be related to each other in many ways and build upon 

each other as Part I of the textbook continued.  Below, I will explain the crosscutting theme I 

recognized, make a determination on whether or not I agree with the conclusions drawn by the 

authors, and list any remaining questions I still have about the topics discussed. 

Crosscutting Theme 

 The theme of the readings for this week was clear – volunteerism and partnerships.  Each 

chapter built upon the last, providing a different perspective as well as informing the reader of a 

variety of avenues on the topic of volunteerism in the U.S.  One overarching theme throughout 

Part I is that volunteerism is a valuable tool organizations can utilize to assist in “addressing 

complex problems with creative and effective solutions that expand beyond traditional 

government services” (Bryer, 2014, p. 17).  Chapters 1 and 4 provided us with framework on the 

topic.  For instance, in Chapter 1, the Impact Volunteering Model is characterized as “mayor-led 

volunteer strategies that target specific community needs, use best practices in volunteering, and 

set clear outcomes and measures to gauge progress” (Bryer, 2014, p. 4).  Part I also provided us 

with information about the many volunteer groups that exist.  For instance, the VISTA and 

RSVP programs.  Although these two groups are very different for many reasons, one thing is 

clear; both groups have a passion for helping others.  My background is in Human Resources so I 

appreciated very much Chapter 5’s topic.  It was great thought to implement potential issues so 

the reader could fully understand what it means to be involved in managing volunteerism.  To 

me, I kept thinking that it’s a great idea to treat volunteers exactly like regular paid employees to 

prepare for every possibility (i.e. waivers, background checks, applications, evaluations). 

Agree/Disagree with Conclusions by Authors 

 Overall, I agree with the conclusions drawn by each of the authors of the readings.  All 

the authors did a great job covering their respective topics.  I would tend to agree with the 

conclusions drawn by the authors because they are the ones who conducted the research.  I 

enjoyed how each chapter of the textbook provided cases or examples that brought the material 

to life for the reader.  I especially enjoyed the “PhotoVoice Project” (Bryer, 2014, p. 25). 

Remaining Questions 

 After reading Part I of the textbook, I was able to learn about programs and theories I 

knew nothing of before.  I feel all the authors did a great job overall covering the subject they 

chose.  We have the academic perspectives on why people choose to or not to volunteer.  I feel 

that a better job needs to be done early in a person’s life to get them interested in volunteering 

and letting them see the direct impact it has (i.e. picking up trash in an abandoned lot and turning 

it into a playground).  Regarding Chapter 1, one remaining question I had was about the cases for 

the successful Impact Volunteering Model.  The city profiles provided in the textbook were for 

larger cities (i.e. City of Orlando).  Are there any cases of the Impact Volunteering Model 

working in smaller cities?  I do understand that the Model can be applied to any city but I would 

just like to know of a city specifically where it worked.  Working in a small city government, I 
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could see it being a challenge to implement this Model.  We do utilize the services of volunteers 

for a few positions; however, volunteerism is not a focus for us.    

Conclusion 

 In conclusion, I was able to obtain a greater understanding of the impact of volunteerism 

and the affect partnerships with other organizations can have on volunteering efforts.  Part I of 

the textbook provided a comprehensive guide to understanding the topic very well. 
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Abstract 

The following study is a detailed analysis of the financial trends for the City of Eustis, Florida, 

using data from Comprehensive Annual Financial Reports (CAFR) from the last three fiscal 

years.  The City’s financial reporting system complies with the Governmental Accounting 

Standards Board (GASB) Statement No. 65, Items Previously Reported as Assets and Liabilities 

and No. 67, Financial Reporting for Pension Plans – an Amendment of GASB Statement No. 25, 

thus providing a detailed and complete report to local government.  During this analysis, several 

important aspects of the City of Eustis’ financial activities were studied and a comparative 

evaluation was conducted through the use of local government existing records.  The Financial 

Statement Analysis discovered trend information about the balance sheet, statement of activities, 

statement of cash flows, statement of functional expenses, use of ratio analysis, and auditor’s 

comments.  The Financial Condition Analysis provides a look at the socioeconomic factors, 

service, budgetary, and debt burden measures. Graphs and detailed statistical comparisons give a 

greater understanding of where Eustis’ current financial processes stand. 

 

  

Keywords: financial analysis, budget, City of Eustis, Florida, budget, financial condition, 

financial health, financial statement, CAFR, trend analysis, assessment, municipality, ratios 
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Jurisdiction Overview 

City Profile 

Founded in 1875, the City of Eustis is located in Lake County, Florida.  Like many other 

municipalities in Lake County, Eustis was discovered during the post-Civil War era when settlers 

moved southward from other states into the Florida frontier (Eustis Florida Online, 

n.d.).  Colonel Abraham Eustis, who served in the U.S. Army in Florida during the early 

nineteenth century, is credited for the City’s founding.  Since its incorporation in 1886, Eustis 

has been known for its citrus and tourism ventures.  Thomas Carrino, City of Eustis Economic 

Development Director, described present day Eustis as: 

Unique in that it couples a historic, lakefront downtown with more suburban commercial 

corridors and neighborhoods.  Eustis has developed its own unique character while still 

being part of the larger Orlando area.  In coming years, transportation projects such as the 

completion of State Road 429 will tie Eustis more to the rest of Central Florida. 

Population & Geographical Data 

        The City of Eustis spreads over eleven square miles of rolling countryside.  In 2014, the 

population for the City of Eustis was 19,214 (City of Eustis CAFR, 2014).  U.S. Census Bureau 

estimations for 2014 were slightly different.  Another accurate report will not be available until 

2020.  As shown in Chart 1, the population for the average persons per square mile was 

1,768.1.  According to the Census Bureau 2010 Report, the City of Eustis is predominantly white 

at 74.9%, followed by black or African American at 17.4%, followed by Hispanic or Latino at 

11.9%.  The Census Bureau (2013) reported a per capita income of $21,054 for Eustis 

residents.  The median home value, as of December, 12, 2015 in Eustis was $147,900, which 

have increased by 4.1% over the past year (Eustis FL Home Prices & Home Values, n.d.).  As 
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shown in Figure 1, these data are skewed because home values are reported by zip code and the 

City of Eustis’ zip codes actually extended 25 or more miles beyond city limits.  The average 

number of occupants per household in 2014 was 2.55 (QuickFacts from the US Census Bureau, 

2015).  For Lake County, the unemployment rate was 5.4% in 2014 (City of Eustis CAFR, 

2014).  In 2014, principal employers located in Eustis were: Lake County Schools with 339 

employees, Publix with 286, City of Eustis with 222, Ruleme Center with 216, Bayview Center 

with 148, Lake Eustis Care Center with 136, Lake Community Action Agency with 124, Winn-

Dixie with 120, and Burke Industries with 78 (City of Eustis CAFR, 2014). 

Government 

        The City of Eustis has a commission-manager form of government.  Implemented in 

1992, the current charter governs the actions of the City Commission’s five part-time 

members.  The City Commission takes its direction solely from the public.  Several 

responsibilities of the Commission include: conducting public meetings, appointing and 

overseeing the city manager, attorney, and clerk, creating/approving city policies, and adopting 

the budget.  In 2014, the City of Eustis had thirteen departments and major divisions as shown in 

Figure 2.  Governmental activities were divided into General Government Operations (Building 

Services, City Manager’s Office, Development Services, Code Enforcement, Finance, 

Purchasing, and Budgeting, and Human Resources), Culture and Recreation (Library and Parks 

and Recreation), Public Safety (Police and Fire), and Transportation (Public Works).  Business-

type activities of the City included water and wastewater functions for residents, under Public 

Utilities.  In 2014, solid waste services were franchised to an independent contractor (City of 

Eustis CAFR, 2014). 
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Service Summary 

        In 2014, the City of Eustis’ main source of revenue came from the fees it charged for 

services provided (32%).  The second main source of revenue for the City was ad valorem 

(property) taxes (17%).  The business-type activities (water and sewer services) are a 

considerable source of revenue for the City of Eustis but these funds have strict guidelines on 

how they may be used.  Additionally, a five-year rate study conducted in 2010 implemented a 

water rate increase of 3.95% and subsequently until 2015 (City of Eustis CAFR, 2014).  The City 

of Eustis is always looking for ways to better its services for residents, businesses, and 

visitors.  For instance, in October, 2014, the City of Eustis completed construction of a second 

fire station located in the northern section of the City in order to serve the citizens. 

Economic Trends 

        The mission of the City of Eustis is to “Create a superior quality of life by engaging and 

partnering with the community to provide financially prudent and customer friendly services” 

(Eustis Florida Online, n.d.).  According to the City’s Strategic Plan for 2013-2014, a goal was to 

expand the local economy.  Recently, economic development has become a major focus for 

Eustis.  In June 2014, the City hired its first-ever official Economic Development Director, 

Thomas Carrino.  Mr. Carrino possesses an extensive background in the field of economic 

development, working for various municipalities across the country.  The City of Eustis’ 

Economic Development Department is very diverse and comprised of the Director, an Events 

Coordinator, and a Public Relations Coordinator.  Mr. Carrino’s primary focus is on the 

traditional aspects of economic development, such as maintaining relationships with existing 

Eustis businesses, potential businesses looking to relocate, and area developers.  His department 

relays information to the City Commission about changes in local economic conditions.  Besides 
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the incentives offered by the State of Florida, the City of Eustis offers incentives to promote new 

development that increases the value of property within the City and provides additional 

economic development opportunities (Eustis Florida Online, n.d.).  New construction projects for 

multi-family, mixed use, and/or non-residential developments with a construction value of 

$500,000 or more are eligible for the incentive vouchers.  Vouchers may be used for impact fees, 

building permit, and other City fees associated with new construction of eligible projects.  The 

voucher amount is 2% of the construction cost, up to a maximum of $30,000. 

        Affecting Eustis economically, 2014 regular business partnerships consisted of the 

following: Lake Eustis Area Chamber of Commerce, Eustis Business Alliance, Lake County 

Economic Development and Tourism, Metro Orlando Economic Development Commission 

(EDC), Lake Technical College, Lake Community Action Agency, and Lake-Sumter 

Metropolitan Planning Organization (MPO) (Carrino, 2015).  Among other things, the Lake 

Eustis Area Chamber of Commerce advances the commercial, industrial, civic, agricultural, and 

general interests of the City of Eustis (Lake Eustis Area Chamber of Commerce, n.d.).  Eustis 

has been designated as a “Main Street City” (City of Eustis CAFR, 2014).  Due to the present 

inactivity of Eustis Main Street, the Eustis Business Alliance has taken over the responsibility of 

connecting residents to local businesses.  Lake County Economic Development and Tourism 

provides assistance and manages services for both the businesses and visitors of Lake 

County.  Additionally, Lake County is part of the Orlando Metro Statistical Area.  The Metro 

Orlando EDC serves a four-county areas and the City of Orlando that works with companies to 

attract, retain, and grow jobs for the region (Orlando - Economic Development & Business 

Growth, n.d.).  Lake Technical College strives to be an integral component of the economic 

growth and development in the community by offering a variety of high quality career-training 
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opportunities (Mission, n.d.).  The Lake Community Action Agency helps Eustis residents by 

reducing and eliminating barriers that contribute to the instances of poverty through a variety of 

programs to improve the standards of living (Lake Community Action Agency, n.d.).  The Lake-

Sumter MPO provides the City of Eustis, other agencies, and residents of Lake and Sumter 

counties a forum for addressing growth and transportation issues (Lake-Sumter MPO Mission 

Statement, n.d.). 

Financial Policies 

        In 2014, the City of Eustis was mandated by the Governmental Accounting Standards 

Board (GASB).  The GASB “establishes the rules followed by state and local government 

bodies” (Finkler, Purtell, Calabrese, & Smith, 2012).  GASB developed rules to provide outside 

users with information that is easily understandable and can be comparable to similar 

organizations called Generally Accepted Accounting Principles (GAAP) (Finkler, et al, 

2012).  During fiscal year 2013-2014, the City adopted standards from GASB Statement No. 65, 

Items Previously Reported as Assets and Liabilities and No. 67, Financial Reporting for Pension 

Plans – an Amendment of GASB Statement No. 25.  Several years ago, the GASB began 

requiring local governments to classify funds as either: non-spendable, restricted for, committed 

to, assigned to, and unassigned.  Non-spendable funds are not in a spendable form or are required 

to be maintained intact (such as library donations).  Restricted funds are legally constrained to 

specific purposes by external providers (such as higher levels of government).  Committed to 

funds are constrained to specific purposes and amounts cannot be used for any other purpose 

unless the City Commission chooses to remove or change the constraint.  Assigned funds are 

intended for a specific purpose but are neither restricted nor committed.  Unassigned funds are 

available for any purpose and reported only in the general fund. 
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GAAP requires that management provide a narrative introduction, overview, and analysis 

to accompany the basic financial statements in the form of a Management’s Discussion and 

Analysis (MD&A), which is located in the first part of the CAFR.  The Florida statutes require 

all city governments to have a balanced budget, which also allows for the use of surplus funds to 

balance the current budget (City of Eustis CAFR, 2014).  Each year, the City formulates a new 

five-year budget.  It is designed to give management an idea of the future needs of the 

departments. 

Funds Defined 

        The City of Eustis, like other state and local governments, uses fund accounting in order 

to ensure and demonstrate compliance with financial regulations.  Laws governing municipalities 

require that the daily operations be looked at from either a “governmental activities” or 

“business-type activities” perspective.  Governmental activities include: General Government, 

Public Safety, Physical Environment, Transportation (streets & highways), and Culture and 

Recreation.  Business-type activities are limited to a water and sewer utility fund.  Further, all 

City of Eustis’ funds can be divided into three categories: Governmental Funds, Proprietary 

Funds, and Fiduciary Funds.  

Government funds are used to account for essentially the same functions reported as 

governmental activities in the government-wide financial statements.  However, these funds 

focus on near-term inflows and outflows of spendable resources.  The City maintains twelve 

individual governmental funds.  These funds can be further divided into the General Fund, Street 

Improvement Fund, Sales Tax Revenue Fund, Community Redevelopment Fund, and 

Stormwater Utility Fund.  By far the most significant, the general fund serves as the City’s 

primary operating fund.  The general fund houses fund balances for all financial resources except 
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those required to be accounted for in another fund.  The street improvement fund accounts for 

the City’s share of motor fuel tax revenues that are mandated to street maintenance 

programs.  The sales tax revenue fund accounts for the City’s share of the voted “one-cent” 

infrastructure sales tax (restricted to capital projects).  The community redevelopment fund 

accounts for the activity within the established special revenue district; the revenue is based on 

the incremental property values since 1990.  The stormwater utility fund also accounts for the 

activity within the established special revenue district but the revenue is based on a monthly 

assessment of residential and commercial property for the management of storm run-off water. 

The City of Eustis has one major proprietary fund which is the water and sewer utility 

system fund.  The water and sewer utility fund accounts for the fiscal activity of providing water 

and wastewater services to local residential and commercial customers. 

Fiduciary funds can be further divided into special revenue funds or pension trust funds. 

These funds are used to account for resources held for the benefit of parties located outside the 

government.  Special revenue fund accounts for the proceeds of specific revenue sources that are 

legally restricted to expenditure for specified purposes, such as the gas tax.  The pension trust 

fund accounts for the City of Eustis Firefighters and Police Officers’ Retirement, which 

accumulate resources for pension benefit payments to qualified, retired employees.  The pension 

trust fund is excluded from the government-wide financial statements because the funds cannot 

be used for operational measures. 

Financial Statement Analysis 

        The 2014 CAFR for the City of Eustis will be used to analyze various statements 

including: the balance sheet, statement of activities, statement of cash flows, and statement of 
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functional expenses.  In order to obtain a financial stability analysis, data from the 2012 and 

2013 CAFRs will also be used to discover any trends (if identified) for the sections below. 

Balance Sheet – Assets 

        The balance sheet is a traditional statement of financial position for an organization 

typically compiled at the end the fiscal year.  Assets are shown in order of liquidity.  Since the 

balance sheet only signifies a specific point in time, there are many differences when comparing 

the 2012, 2013, and 2014 statements.  However, several noteworthy trends among the assets and 

the possible explanations of differences are identified below. 

        Cash. Cash is the most liquid asset.  It included amounts in demand deposits as well as 

short-term investments with an original maturity date within three months of the date acquired 

(City of Eustis CAFR, 2014).  Most notably, cash in the general fund increased over the last 

three fiscal years by 10.97%.  The street improvement fund experienced a decrease in cash of 

39.57% during the review period due to a reduction in the gas tax fund.  Sales tax revenue fund 

declined 26.47% from 2012 to 2014.  It is likely this decrease is due to the loss of a portion of 

the voter approved one-cent sales tax funds.  The community redevelopment fund decreased by 

30.42% in 2013 but then increased slightly by 16.51% in 2014.  The stormwater fund was 

unfunded in 2012; however, the fund increased by $326,401 in 2013 and to $628,769 in 

2014.  Even with the fluctuations mentioned, the overall cash for the City of Eustis remained 

relatively constant.  The cash asset only experienced a 0.06% decrease, over the last three fiscal 

years. 

Investments. The City’s investments include certificates of deposit and U.S. Treasury 

notes with maturities at purchase of greater than one year.  The City of Eustis abided by Florida 

Statutes that mandate local government investments which were made conservatively.  Over the 
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last three fiscal years, the only investments were accounted for in the general fund.  From 2012 

to 2014, total investments decreased by 21.25%. 

Net Receivables. Net receivables were divided into two types of assets: accounts and 

interest.  From 2012 to 2014, accounts receivables (or tax receivables) decreased in almost all 

funds except the general fund and the amount due from other funds/governmental units.  The 

stormwater utility fund took the largest hit at a decrease of 92.61% from 2012 to 2014.  Overall, 

accounts receivables decreased 59.77% during the review period.  In 2012, the City only 

reported an interest amount in the general fund of $10,217.  In 2013 and 2014, most funds 

accrued interest but were not significant amounts.  Overall, the interest aspect of net receivables 

drastically decreased from $10,217 in 2012 to only $576 in 2014 (a -90.8% decrease).  

Due from Other Funds/Governmental Units. Amounts represent a claim against 

another government.  The amount due from other funds/governmental units in the general fund 

declined by $1,669,573, which is a -99.79% change.  A big reason for this is likely due to the 

$610,000 in debt service being completely removed from the balance sheet. 

Other Assets. Other assets include prepaid expenses or inventory.  By far, other assets 

experienced the largest increase during the last three fiscal years.  From 2012 to 2014, other 

assets were accounted for in the general fund and increased 337.13%. 

Overall, every asset fluctuated somewhat over the past three fiscal years.  In 2012, total 

assets were at the highest point during the review period at $16,801,854.  In 2014, total assets 

were at the lowest at $13,344,683.  Out of all the governmental funds, the sales tax revenue fund 

experienced the sharpest decline by almost $1,000,000 since 2012 due to various changes in the 

tax base.   
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Balance Sheet – Liabilities 

        The liabilities section of the balance sheet allows the City of Eustis to report its 

obligations.  Current liabilities must be paid within one year.  Liabilities are shown in order of 

liquidity, more so how quickly they may be paid.  Several noteworthy trends among the 

liabilities and the possible explanations of any differences (if identified) are below. 

        Accounts Payable and Accrued Liabilities. The funds owed that have not yet been paid 

for are considered accounts payable.  From 2012 to 2014, the general fund increased by 

35.4%.  Street improvement, sales tax revenue, community redevelopment, and stormwater 

utility funds all decreased during the last three fiscal years.  Most notably, the other 

governmental funds increased by 467.42%, likely due to a capital improvement project. 

        Due to Other Funds.  In 2012, liabilities were accounted for in two separate areas; 

accounts payable and accrued liabilities being the first and due to other funds being second.  The 

2013 and 2014 CAFRs do not possess this category of funds.  In 2013, a new GASB measure no 

longer required this separation.  These funds were reported elsewhere in the 2013 and 2014 

CAFRs. 

Balance Sheet – Net Position 

Net Position. Generally, a financially sound organization will have more assets than 

liabilities (Finkler, et al., 2012).  The amount remaining after the organization’s assets have been 

used to pay for liabilities is commonly referred to as net position. In 2012, the net position was 

$13,861,963.  In 2013, it was $12,428,222.  And in 2014, $11,899,498.  A steadily decreasing 

net position goes along with the increase in overall liabilities as well as an overall decrease in 

assets during the review period.  The statement of net position is more commonly used to 
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determine total net position for an organization because it includes both governmental and 

business-type activities. 

Statement of Activities 

        The statement of activities is complex in that it provides information about the City of 

Eustis as a whole.  It displays information about government-wide revenues, expenses, and 

overall net position.  The only noteworthy trends among the revenues and expenses as well as 

possible explanations of differences are identified below. 

Revenues. The City of Eustis’ revenues come from several primary sources: taxes, 

franchise fees, programs, state shared revenues (unrestricted), investment income, and 

miscellaneous.  In 2013, total revenue decreased by 1.57% but increased by 6.98% in 

2014.  General revenues have remained relatively constant, experiencing only a 7.6% increase. 

Program revenues are further divided into charges for services performed, operating grants and 

contributions, and capital grants and contributions.  From 2012 to 2014, charges for services 

increased by 9.79%.  This could be attributed to a new category “physical environment” that was 

added bringing in a revenue of $711,916 in 2014.  More noteworthy, transportation’s charges 

from 2012 to 2014 became completely depleted.  Additionally, public safety’s charges for 

services sharply declined 48.39% from 2012 to 2014.  The only program funded by an operating 

grant and contribution in 2014 was public safety.  From 2012 to 2014, this amount has steadily 

declined each by a total of 95.9%.  The public safety and transportation programs both lost all 

capital grants and contributions previously received. 

        Expenses. Expense activities in both governmental and business-type, increased over the 

last three fiscal years.  These expenses have remained relatively constant for general 

government, public safety, transportation, and culture and recreation over the past three fiscal 
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years.  General government increased 7.1% from 2013 to 2014 due to the reimplementation of 

merit increases for all full-time employees, among other factors.  In 2014, a new category 

“physical environment” was added with an expense of $276,630.  Most notably, expenses 

decreased by 45% in the interest and fees on long-term debt function from 2012 to 2014.  The 

City’s business-type activities expenses increased 12.25% from 2012 to 2014. 

Statement of Cash Flows 

        The statement of cash flows focuses on the financial aspects of the City of Eustis, rather 

than the operating.  The main focus for this statement is viability, which relates to generation of 

cash to meet both short-term and long-term obligations. (Finkler, et al., 2012).  For Eustis, the 

statement of cash flows only focuses on the proprietary fund (providing water and sewer 

services).  Only noteworthy trends among the revenues and expenses as well as possible 

explanations of differences are identified below. 

        Accounts Payable. From 2012 to 2013, accounts payable decreased by 

$181,343.  Overall, it appears that liabilities are unstable based upon the analysis of the last three 

fiscal years. 

        Accounts and Interest Receivable. During the review period, accounts and interest 

receivables were extremely inconsistent likely due to a payment collection of prior goods 

provided or services rendered or lack thereof.  For instance, from 2012 to 2013, accounts and 

interest receivables increased from -$341,369 to $889,735. 

        Depreciation. Over the last three fiscal years, depreciation remained relatively 

constant.  From 2013 to 2014, depreciation experienced its greatest increase during the review 

period at 4.8%. 
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        Inventory. Inventories are priced at a lower cost or market value using the first in, first 

out method.  Inventories are maintained by the water and sewer system funds.  From 2012 to 

2013, the City of Eustis experienced an increase of assets of $22,391.  From 2013 to 2014, there 

was an increase in inventory resulting in a balance $50,164. 

Statement of Functional Expenses 

 The City of Eustis does not have a statement of functional expenses.  However, the 

expenses and revenues were previously discussed during the analysis of the statement of 

activities. 

Use of Ratio Analysis 

Current Ratio. In 2012, the City of Eustis’ current ratio was 8.57; in 2013, 14.56; and 

11.91 in 2014.  This is a measure of the organization's ability to liquefy its assets.  Overall, the 

City of Eustis exhibited strong financial liquidity because the ratio by far exceeded the target 

value of 2.0, which is a common rule of thumb for the current ratio.  According to Finkler et al 

(2012), the rule of thumb should always be adjusted to the needs of a particular type of 

organization; in this case, such high ratios may be indicative of failure to wisely invest resources 

in high yielding assets.  Moreover, in 2012, this ratio peaked at its highest compared to 2013 and 

2014, which may be a consequence of having the highest current assets ($28,546,978) while still 

failing to wisely invest resources.  

Working Capital. In 2012, the City of Eustis’ working capital was $25,216,138; 

$24,823,536 for 2013; and $24,566,914 for 2014.  Working capital is the "money" available after 

paying the organization's obligations.  Based on this analysis, the City of Eustis has ample funds 

available to pay its current expenses which is also indicative of strong financial liquidity.  
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However, it is important to note the City has experienced an overall decrease in working capital 

during the last three fiscal years. 

Quick Ratio. The City of Eustis experienced a significant increase of 5.27 from 2012 to 

2013, and then a drop of 1.94 from 2013 to 2014.  In 2013, the highest ratio was 13.58.  The City 

of Eustis exhibited strong financial liquidity because the ratio exceeded 1.0, which is a 

commonly used rule of thumb for the quick ratio analysis.  It is important to note that even 

though the quick ratio decreased from 2013 to 2014 to 11.64, it is still too high according to 

Finkler et al (2012) industry standard quick ratio of 1.0.  Without comparable data from a similar 

municipality, it is difficult to determine whether the 11.64 is standard. 

Debt to Equity Ratio. In 2014, the City of Eustis’ debt to equity ratio was 0.12.  This 

analysis examined the extent to which the organization used debt to finance the acquisition of its 

assets (Finkler et al, 2012).  The rule of thumb for an organization’s debt to equity ratio is that it 

should remain between 0.5 and 1.0.  The ratio was very close to the acceptable threshold; 

however, it is important that Eustis monitor this trend before it becomes detrimental to the 

organization. 

Return on Assets. Since 2012, the City of Eustis’ return on assets ratio (ROA) has been 

on a downward slope.  In 2012, ROA was 1.3%, -1.3% in 2013, and -0.15% in 2014.  This could 

be a potential negative for the City of Eustis because the organization is consistently 

experiencing small and negative ROA ratios.  This translates into a decrease in returns relative to 

the asset base used to generate that specific income.  Further, the ROA ratios are far below the 

corresponding year’s inflation rate which, according to the U.S. inflation calculator, were as 

follows: 1.7%, 1.5%, and 0.8% respectively (Current U.S. Inflation Rates, 2008).  The City of 

Eustis is not receiving a return on its investments and, even less so, not accounting for the 
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inflation rate.  Finkler et al (2012) did not provide a standard acceptable measure of ROA; 

however, the higher the ROA, typically means better financial management. 

Return on Net Assets. Return on net assets (RONA) has continuously decreased since 

2012.  In 2012, the rate was 1.5%, -1.5% in 2013, and -0.017% in 2014.  According to the U.S. 

Inflation calculator (2008), the rates of inflation for 2012 was 1.7%, 1.5% in 2013, and 0.8% in 

2014 respectively.  In order for the City of Eustis to be able to replace all of its assets over time, 

its return on net assets must equal or exceed the inflation rate (Finkler et al, 2012).  As per the 

information provided above, the City of Eustis has not been able to achieve the level of return 

greater than the inflation rate since 2012.  A possible solution to alleviate this situation would be 

for the City of Eustis to invest more in capital assets or make investments that yield higher 

returns, if abiding by Florida Statutes that mandate the City’s investments.  

Operating Ratio. In 2014, the City of Eustis’ operating ratio was 1.0.  When assessing 

the profitability of the City of Eustis, this profit margin is considered to be beneficial because it 

is a positive value. It does not, however, account for inflationary cost increases in the near future 

or allow for future investment in equipment or capital. It is recommended that the City of Eustis 

attempt to generate more profit through its routine operational activities to be more financially 

secure. 

Own source ratio. The own-source ratio of the City of Eustis is 0.99. This value ratio 

indicates that 99% of revenues are coming from sources that the government controls, which 

means Eustis has little dependence on outside entities.  This high value shows strong financial 

health in terms of revenues. 
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Summary 

Overall, the City of Eustis, is operating within the industry rule of thumb and standards 

that have been studied and are applicable to each ratio.  According to Colleen Scott, the Finance 

Director of the City of Eustis, it is important to keep in mind that without information from other 

comparable municipalities to benchmark against, it is difficult to identify the trends for the City 

of Eustis. Currently, the organization does not have data available from similar municipalities to 

use as a comparison measure. There are a few elements important to address: both the current 

and quick ratios show very high values that, according to Finkler et al (2012), indicate the City 

of Eustis’ failure to wisely invest resources in high yielding assets.  Profitability ratios such as 

ROA and RONA, are very small and negative.  This indicates the City of Eustis is neither 

generating returns in relation to its asset base nor is it earning a return on total assets that equals 

or exceeds the inflation rate, which could prevent the organization from sustaining its assets over 

time.  

Auditor’s Comments 

In 2012, the Purvis Gray & Company (Gray) included a note about accuracy of billing 

data.  Gray claimed that during the audit, they noted that management became aware of a single 

large commercial account that had the wrong multiplier for the compound meter, which resulted 

in incorrect read information and billings for that account (City of Eustis CAFR, 2012).  Based 

on this occurrence, Gray recommended that a routine be developed to periodically review meter 

sizes and multipliers.  The 2013 CAFR indicated that during a new financial software 

implementation process, the City lost its Deputy Finance Director, who was the primary person 

responsible for the software implementation. Shortly after that, another key accountant left the 

city, leaving the Finance and Accounting Department in critical condition at the time of the 
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software’s final system implementation and year-end audit.  Due to this situation, Gray 

recommended that the City concentrated its efforts in replacing all key employees in the 

accounting department that have been lost that year, as well as doing a thorough review of the 

new financial software system while documenting for key controls to ensure the software is 

functioning properly. The 2014 CAFR reiterated the importance of doing a Finance Department 

Review where they echoed the recommendations made in the previous year to review the report 

for implementation of long-term strategies to improve the functionality of the department and 

filling vacant position within the Finance Department.  Also, Gray’s comments from the 2014 

CAFR included a note about the Firefighter Pension Plan Investment Custodian. Gray reviewed a 

copy of the investment custodian’s service organization’s audit report on the design and 

operating effectiveness controls and noted that an adverse auditor’s opinion was issued for the 

period for the year ending June 30, 2014 (City of Eustis CAFR, 2014).  Due to this occurrence, 

Gray urged the City to review the report and internal controls currently in place (both at the city 

and at the plan level) to ensure that it is robust enough to detect any abnormalities in investment 

activity reporting by the investment custodian.  Gray does not have to opine on every aspect of 

the CAFR, so they do not, only the most pressing issues. 

Financial Condition Analysis 

Socioeconomic Factors 

 Socioeconomic factors include external factors that may not be represented in full by 

numbers in the CAFR.  This is a check of the overall health of the City, inclusive of 

environmental factors such as unemployment, population, education, and median household 

income compared to the County and State, as well as a service analysis when compared to other 

cities.  By understanding the setting and characteristics of the City, the data gathered from the 
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numbers can have more meaning.  The values of the City are reflected within the priorities 

established in the allocation of funds – and these priorities should answer to the needs of the 

citizens.  By examining the socioeconomic factors, comparable cities can be established in order 

to compare ratios against to understand the financial condition of the City of Eustis on a broader 

scale.  

Population. The population in the City of Eustis is 19,214 and has increased 11.4% since 

2005, which includes years of slight declines as illustrated in Figure 3.  The median age of Eustis 

has remained almost unchanged over this same period of time, increasing from 45.1 (2005 – 

2013) to 46.0 in 2014 (City of Eustis CAFR, 2014).  This is older than the Florida median 

average of 41.2 (State of Florida CAFR, 2014).  There is no indication in the previous adopted 

budgets that the City has foci on the encouragement of a diverse population, which is reflected in 

the actual race-demographic comparisons.  Figure 4 illustrates the City has a majority of white, 

non-Hispanic individuals at 72.6%, with 17.5% African American or black individuals, 6.1% 

Hispanic, 1.2% declaring more than one race, 1.1% Asian, and .3% American Indian or Native 

Alaskan (UCSB, 2015). 

Employment. Between 2010 and 2014, the City of Eustis has decreased the 

unemployment rate at a slightly better pace than both the State of Florida and Lake County 

(CAFR, 2011; CAFR, 2012; CAFR, 2013; CAFR 2014; BLS, 2015).  The City of Eustis had an 

unemployment rate of 12.3%, higher than both Lake County (11.7%) and Florida (10.9%), all 

measures from the month of September for 2010 (CAFR, 2011).  Eustis had gotten its’ 

unemployment rate decreased to 5.4%, compared to Lake County (6.3%) and Florida (5.8%), all 

measured in September 2014 (CAFR, 2014).  The City of Eustis has shown a greater 

improvement than both the county and state averages, which the City credits to the economic 
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recovery being “alive and well [with] people returning to the workforce” (CAFR, 2014, pg. 15).  

When looking at the City’s top principal employers, there are two grocers, four community-

based centers, the City of Eustis, and the top employer Lake County Schools, as shown in Figure 

5 (CAFR, 2014).  

Education. According to the City of Eustis 2014 CAFR, Eustis Heights Elementary 

School has declined in grade from a B to an F from the 2004/2005 to 2013/2014 fiscal years 

(CAFR, 2014).  In this same time period, Eustis Elementary and Eustis Middle have both 

maintained B’s, while Eustis High School has maintained a C (CAFR, 2014).  Children that 

attend Eustis Heights Elementary School have struggled with reading comprehension, 

absenteeism, truancy, as well as bad test scores in the past several years (McNiff, 2015).  Lake 

County Public Schools relocated almost-retired Principal Rhonda Hunt from a thriving Lost Lake 

Elementary in hopes she could turn the school around – which has started to happen, with 

reading scores up 8%, and science scores up 17 points (McNiff, 2015).  Though this is great 

news for the school, Hunt plans to retire after this school year, which will leave it at the mercy of 

her successor to continue her work, and continue to make improvements in community, parent 

involvement, and student accountability. 

Median Household Income. According to the United States Census Bureau, the City of 

Eustis has a median household income for the City of Eustis for 2010-2014, in 2014 dollars is 

$37,203, compared to the State of Florida’s $47,212 (USCB, 2015).  The same statistical website 

cites the City with 25.1% of residents living below the poverty threshold, compared to Florida’s 

16.5% (USCB, 2015).  

Other Important Aspects. It is noteworthy that the City of Eustis is part of a larger 

Metropolitan Statistical Area (MSA), as are all cities residing in Lake, Seminole, Orange, and 
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Osceola counties (CAFR, 2014).  This area of greater Orlando relies heavily on tourism revenues 

to thrive.  The major tourism traffic often translates to increases in residents, which is a factor in 

increased property values (CAFR, 2014).  In Eustis, the property value increased 3.6% from 

2013, though the weakened economy and property tax exemption have decreased revenues, 

resulting in less distributable dollars and fewer business owners (CAFR, 2014).  Eustis has seen 

a decline in the efficiencies of collecting property tax revenues since the 2004/2005 (96.69%) 

fiscal year, while there was a slight increase to 2005/2006 (97.32%), each year thereafter has 

decreased to a low of 92.79% in the 2013/2014 fiscal year, as shown in Figure 6. 

Analysis 

 As stated in in the analysis section, the City of Eustis has not prioritized in benchmarking 

comparisons with similar cities.  For that reason, it was important to find cities with similar 

populations, median income, growth rate, and median age.  The ZoomProspector tool was 

utilized to find cities similar to Eustis, which identified Mount Dora, FL, Sebastian, FL, and 

Auburndale, FL as above 94% similar, based on these specified parameters (ZoomProspect.com, 

2015).  These cities were used as benchmarks for the service analysis as well as debt 

measurement ratios.  

Service Analysis. It is imperative to have either historical data of the City of Eustis or a 

comparison of similar cities for the service analysis to be meaningful.  The net assets per capita 

ratio represents the value of net assets per resident.  There is not an ability to use a blanket 

statement that the higher the value the better, as a high ratio here can indicate a city is not 

investing well enough or that there is too much cash on hand, or even a lack of liquidity.  The 

findings of the comparison are as follows: Eustis is $6,003.20, Sebastian is $2,433.44, Mount 

Dora is $7,358.32, and Auburndale is $3,328.37.  Through this comparison, and through known 
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factors regarding the Florida Statute mandated conservative investments of Florida 

municipalities, it was important to use similar cities within Florida to account for this mandate.  

Given the information provided, Eustis seems to have a high net asset per capita value, which 

shows strength in the City’s liquidity and financial position. 

Debt per Capita Ratio. This ratio represents the value of a City’s debt expressed in terms 

of the amount attributable to each resident.  In order to establish if this ratio is high or low, it is 

important to compare it to similar cities.  Having a lower debt per resident can be a favorable 

representation, unless, however there are many long-term initiatives and capital projects 

underway that may skew the face value of the ratio.  Eustis has a value of $727.76, Sebastian has 

a value of $481.20, Mount Dora has a value of $2,323.29, and Auburndale has a value of 

$4,003.81.  Given these amounts, the City of Eustis would appear to have a low level of debt per 

capita, which would give a favorable representation of this their financial condition. 

Taxes per Capita Ratio. This ratio represents the value of a municipality’s taxes as 

expressed in terms of the amount attributable by each resident.  A lower value here would 

represent a more favorable outcome than a higher number of taxes assumed per resident on 

average.  Eustis has a value of $684.02, Sebastian has a value of $555.64, Mount Dora has a 

value of 864.45, and Auburndale has a value of $662.72.  Given that these values are all within a 

very tight span, Eustis would appear to be within a reasonable per capita range, especially given 

that Eustis is not the highest value, and less than the average of the comparable cities, at $694.27. 

Total Revenue and Expenditure per Capita Ratios. This total revenue per capita ratio 

represents the value of a municipality’s total revenues expressed in terms of the amount 

attributable by each resident.  A higher amount here is indicative of a more favorable result.  

Eustis has a value of $915.58, Sebastian has a value of $792.54, Mount Dora has a value of 
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$2,896.14, and Auburndale has a value of $1,106.59.  This value for Eustis may be interpreted as 

low since it is less than the average of the comparable cities, at $1,598.42.  The total expenditure 

per capita ratio represents the value of a municipality’s total expenditures as expressed in terms 

of the amount attributable by each resident.  Eustis has a value of $925.56, Sebastian has a value 

of $616.69, Mount Dora has a value of $2,653.78, and Auburndale has a value of $1,179.38.  It is 

in comparing the revenues and expenditures that one can gain a better understanding of the 

meaning of the values.  It is more important for revenues to either equal or exceed the 

expenditures.  By viewing the ratios from this perspective, Eustis has a slightly unfavorable ratio, 

though the difference of $9.98 between the revenues and expenditures per capita, which equates 

to a deficit of $191,755.72 when multiplied against the total population of 19,214. 

 Debt Burden Measures. It is important to measure the debt as it relates to per capita 

values against other similar cities.  This can give the analysts an opportunity to understand the 

position of the debt in a meaningful way (Finkler et al, 2012).  The debt service burden reflects 

how much of each dollar of the revenues are spent on debt services (Finkler et al, 2012).  There 

are multiple avenues in which to calculate the debt service burden, which leaves the 

interpretation with a wide variance.  Though there are limitations to the use of a consumer index 

against a public organization, the utility of the index provides and outline of the levels of severity 

of the debt service burden ratio.  Zhao, Hanna, & Lindamood (2006) establish a rule of thumb 

that a ratio of less than 10% is low, 10% to 19% is moderate, and anything over 20% is a high 

burden that will affect the creditworthiness of the entity and create financial constraints.  Given 

this parameter, Eustis has a low burden at 3%, compared to Sebastian with a moderate burden at 

11%, Mount Dora with a low burden at 1%, and Aurburndale with a moderate burden at 13%.  

Additionally, a multiple-year analysis was conducted for Eustis’ debt burden, which does not 
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come with a standard measurement, but must be taken into consideration with other factors 

(Finkler et al, 2012).  Over the three years examine, 2012 – 2014, the debt burden per capita 

increased from $520.00 in 2012 to $546.03 in 2013, and decreased to $476.61 in 2014.  The debt 

burden has improved over this time period, which could be attributed to the decrease in 

unemployment, decrease in overall liabilities, increase in property values, or a similar 

combination.  

 Fund Balance. Widely-used as a fiscal condition indicator by local governments and 

credit rating agencies, the fund balance expresses how long a government can operate using only 

savings (Kelly, 2013).  This figure is found by taking the total assets of a municipality and 

reducing it by the total liabilities.  Tyer (1993) states that a fund balance can help with 

taxsmoothing, stabilization of the local government, and can generate interest earnings.  A 

healthy and increasing fund balance may prevent borrowing, and help the City meet demands 

during the times that property tax revenues are not being collected.  According to the historical 

CAFR data for the City of Eustis, the assets have decreased from $16,801,854 in 2012 to 

$13,344,683 in 2014, while the liabilities have decreased from $2,939,891 in 2012 to $201,088 

in 2014.  This has resulted in a slight decrease in the fund balance from $13,861,963 in 2012 to 

$13,143,595 in 2014.  The changes over time of the fund balance are shown in Figure 7.  

Overall, the City of Eustis shows financial vulnerability as the fund balance shrinks, but does not 

represent a critical financial environment since the decrease is not drastic and the liabilities are 

decreasing. 

  



CAPSTONE PORTFOLIO  198 

 

References 

Carrino, T. (2015, December 11). [Personal interview].  

City of Auburndale, Florida Financial Statements and Auditor’s Reports (CAFR). (2014). 

Retrieved December 9, 2015 from http://auburndalefl.com/wp-content/uploads/audit.pdf.  

City of Eustis Florida Comprehensive Annual Financial Report (CAFR). (2014). Retrieved 

November 10, 2015 from 

http://www.eustis.org/finance/CAFR%20City%20of%20Eustis%202014%20Final%20P

DF.pdf. 

City of Eustis Florida Comprehensive Annual Financial Report (CAFR). (2011). Retrieved 

November 10, 2015 from http://www.eustis.org/finance/2011%20CFR.pdf.  

City of Eustis Florida Comprehensive Annual Financial Report (CAFR). (2012). Retrieved 

November 10, 2015 from http://www.eustis.org/finance/2012%20CFR.pdf.  

City of Eustis Florida Comprehensive Annual Financial Report (CAFR). (2013). Retrieved 

November 10, 2015 from http://www.eustis.org/finance/2013%20CFR.pdf.  

City of Sebastian, Florida Comprehensive Annual Financial Report (CAFR). Retrieved 

December 8, 2015 from http://public.cityofsebastian.org/PDFs/CAFR_2014.pdf. 

Community Comparison Tool. (2015). ZoomProspector.com. Retrieved December 10, 2015 

from http://www.zoomprospector.com/similarcommunities.aspx?id=6598. 

Current U.S. Inflation Rates: 2005-2015. (2008, July 22). Retrieved December 11, 2015, from 

http://www.usinflationcalculator.com/inflation/current-inflation-rates/  

Eustis (city) QuickFacts from the US Census Bureau. (2015, December 2). Retrieved December 

12, 2015, from http://quickfacts.census.gov/qfd/states/12/1221350.html  

http://auburndalefl.com/wp-content/uploads/audit.pdf
http://www.eustis.org/finance/CAFR%20City%20of%20Eustis%202014%20Final%20PDF.pdf
http://www.eustis.org/finance/CAFR%20City%20of%20Eustis%202014%20Final%20PDF.pdf
http://www.eustis.org/finance/CAFR%20City%20of%20Eustis%202014%20Final%20PDF.pdf
http://www.eustis.org/finance/2011%20CFR.pdf
http://www.eustis.org/finance/2012%20CFR.pdf
http://www.eustis.org/finance/2013%20CFR.pdf
http://public.cityofsebastian.org/PDFs/CAFR_2014.pdf
http://www.zoomprospector.com/similarcommunities.aspx?id=6598
http://www.usinflationcalculator.com/inflation/current-inflation-rates/
http://quickfacts.census.gov/qfd/states/12/1221350.html


CAPSTONE PORTFOLIO  199 

 

Eustis FL Home Prices & Home Values. (n.d.). Retrieved December 12, 2015, from 

http://www.zillow.com/eustis-fl/home-values/  

Eustis Florida Online (n.d.). Retrieved December 10, 2015, from http://www.eustis.org   

Finkler, S., Purtell, R., Calabrese, T., & Smith, D. (2012). Financial Management for Public, 

Health, and Not-for-Profit Organizations (4th ed.). Boston, MA: Pearson Education. 

Florida Comprehensive Annual Financial Report. (2014). MyFloridacfo.com. Retrieved 

November 25, 2015 from 

http://www.myfloridacfo.com/division/aa/Reports/2014CAFR.pdf. 

Kelly, Janet M. (2013). Fund balance for budget stabilization: Does the new accounting 

presentation matter? Journal of Public Budgeting, Accounting & Financial Management, 

25(4) 319-373.  

Lake Community Action Agency. (n.d.). Retrieved December 12, 2015, from 

http://www.lakecaa.org/ 

Lake Eustis Area Chamber of Commerce - Eustis Florida. (n.d.). Retrieved December 12, 2015, 

from http://www.eustischamber.org/  

Lake-Sumter MPO Mission Statement. (n.d.). Retrieved December 12, 2015, from 

http://www.lakesumtermpo.com/about/mission.aspx  

Local Area Unemployment Statistics Map. (2015). Bureau of Labor Statistics. Retrieved 

December 2, 2015 from http://data.bls.gov/map/MapToolServlet?survey=la. 

McNiff, Tom. (2015). Eustis students reach new heights. South Lake Press. Retrieved December 

13, 2015 from http://www.southlakepress.com/news/article_b927b52b-a8c3-5b1e-8c64-

9747bdc25b85.html. 

Mission. (n.d.). Retrieved December 12, 2015, from http://www.laketech.org/about/mission-2  

http://www.zillow.com/eustis-fl/home-values/
http://www.eustis.org/
http://www.myfloridacfo.com/division/aa/Reports/2014CAFR.pdf
http://www.myfloridacfo.com/division/aa/Reports/2014CAFR.pdf
http://www.eustischamber.org/
http://www.lakesumtermpo.com/about/mission.aspx
http://data.bls.gov/map/MapToolServlet?survey=la
http://www.southlakepress.com/news/article_b927b52b-a8c3-5b1e-8c64-9747bdc25b85.html
http://www.southlakepress.com/news/article_b927b52b-a8c3-5b1e-8c64-9747bdc25b85.html
http://www.laketech.org/about/mission-2


CAPSTONE PORTFOLIO  200 

 

Mount Dora Florida Comprehensive Annual Financial Report (CAFR). (2014). Retrieved 

December 10, 2015 from http://ci.mount-dora.fl.us/documentcenter/view/2001. 

Orlando - Economic Development & Business Growth. (n.d.). Retrieved December 12, 2015, 

from http://www.orlandoedc.com/Home.aspx  

Scott, C. (2015, December 11). [Personal interview].  

Tyer, C.B. (1993). Local government reserve funds: Policy alternatives and political strategies. 

Public Budgeting & Finance, (13) 78-85.  

Zhao, J., Hanna S.D., & Lindamood, S. (2006). The effect of credit constraints on the severity of 

the consumer debt service burden. Consumer Interests Annual. Vol. 52. 

 

  

http://ci.mount-dora.fl.us/documentcenter/view/2001
http://www.orlandoedc.com/Home.aspx


CAPSTONE PORTFOLIO  201 

 

Appendix 

Chart 1 – Eustis Population 

U.S. Census Bureau QuickFacts Eustis, FL 

Population, 2014 estimate 19,455 

Population, 2010 (April 1) estimates base 18,490 

Population, percent change - April 1, 2010 to July 1, 2014 5.2% 

Population, 2010 18,558 

Persons under 5 years, percent, 2010 6.6% 

Persons under 18 years, percent, 2010 23.4% 

Persons 65 years and over, percent, 2010 20.8% 

Persons per square mile, 2010   1,768.1 

Female persons, percent, 2010 52.9% 

White alone, percent, 2010 (a) 74.9% 

Black or African American alone, percent, 2010 (a) 17.4% 

American Indian and Alaska Native alone, percent, 2010 (a) 0.4% 

Asian alone, percent, 2010 (a) 1.2% 

Native Hawaiian and Other Pacific Islander alone, percent, 2010 (a) Z 

Two or More Races, percent, 2010 2.4% 

Hispanic or Latino, percent, 2010 (b) 11.9% 

White alone, not Hispanic or Latino, percent, 2010 67.9% 

Households, 2009-2013 7,254 

Persons per household, 2009-2013 2.55 

Per capita money income in past 12 months (2013 dollars), 2009-2013 $21,054 

Median household income, 2009-2013 $37,885 

Persons below poverty level, percent, 2009-2013 25.1% 

 

Figure 1 – Eustis Home Value Map (Zillow.com) 
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Figure 2 – City of Eustis Organizational Chart 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Voters

City CommissionCity Attorney
Advisory Boards & 

Committees

Police
Police Chief

Finance
Director

Human 
Resources

Director

Library
Director

Public Works
Director

Fire
Fire Chief

Administration/ 
Support Svcs.

Financial
Services Planning 

City Clerk

Development 
Services

Director

Community 
Redevelopment 

Area (CRA)

Water & 
Wastewater 
Departments

Uniform Patrol

City Manager
Ron Neibert

Purchasing

Utility Billing

Information
Technology

Code 
Enforcement

Building

Drafting and  
Engineering

Parks & 
Recreation

Director

Streets

Stormw ater

Building 
Maint.

Cemetery

Maint. Garage

Facility Rental/
Maintenance

Recreation 
Programs

Aquatic 
Programs

Administration

Circulation 
Services

Administration

Parks Maint. & 
Custodial

Criminal 
Investigation

Communication

Administration/ 
Support Svcs.

Suppression

Prevention

Technical 
Services

Systems (IT)

Public Relations

Economic 
Development

Director



CAPSTONE PORTFOLIO  204 

 

Figure 3 – Eustis Population 

 

 

Figure 4 – Eustis Race Demographics 
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Figure 5 – Principal Employers in Eustis 

 

 

 

 

 

 

 

 

 

 

 

Figure 6 – Property Tax Rate Collection Efficiency 
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Figure 7 – Assets, Liabilities, and Fund Balance 
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Appendix 6 

Competency 5, Evidence 1 (5.1) 
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Introduction 

So, who really cares if a firm’s employees are well?   By the end of this review, we might 

discover the answer to that question.  This review seeks to understand the rapidly growing trend 

of wellness in the workplace.  This emergent trend in work places across the country appears to 

possess its advantages.  This review will look into what wellness programs are and the type of 

employee who would participate in employer sponsored wellness initiatives or programs, the 

reasons why employees participate or do not participate, different types of implementations of 

these programs (on-site employee fitness centers, incentives to participate, health fairs, etc.), the 

legality surrounding the topic, who benefits from the implementation (company, employees and 

their families, overall better quality of life, and self-esteem), and how these programs can affect 

things on a larger scale (health insurance rates and employee health). 

Literature Review 

Wellness Defined 

In general, I think when a person thinks of wellness, the first thing that may come to 

mind is being well or healthy (or at least not sick).  Wellness is actually much more than a person 

being free from disease or illness.  Wellness and health are often used interchangeably but they 

are not the same.  Health generally refers to only the physical well-being of an individual, 

whereas, wellness refers to the multidimensional interrelationship between the physical, 

emotional, spiritual, intellectual, interpersonal or social, and environmental aspects of life.  

Wellness may be also be defined as a conscious effort to make healthy choices every day that 

affect the overall quality and well-being of an individual (“What is Wellness,” n.d.).  In my 

opinion, all the aspects of wellness can be integrated into one’s daily life.  From the time a 

person wakes up in the morning, every choice they make affects their overall quality of life.  I 
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think these choices are constantly facing individuals every minute of every day.  These choices 

can consist of something as simple as the lunch we eat every day at the office.  For example, we 

can choose to eat a salad or a grease-ridden cheeseburger for lunch.  Or it can even be something 

as simple as running a document to an office up a flight or two of stairs instead of just riding up 

in the elevator.  The results of these conscious decisions we make every day can amount to a 

huge difference in our lives. 

One distinguishable difference must be made between physical activity and exercise.  At 

first thought, one might think these two things are the same (Dugas, 2015).  Physical activity and 

exercise are similar, indeed, but should not be used interchangeably (Dugas, 2015).  The thing 

that sets them apart are a person’s intent.  All exercise counts as activity but not all activity is 

exercise (Dugas, 2015).  Physical activity is any activity a person gets while not being still.  In 

other words, activity incorporated into their daily routine (Dugas, 2015).  Those stairs mentioned 

earlier, climbing those is considered physical activity but not exercise.  Exercise counts as 

intentional effort and a person’s sole purpose for doing an activity is to be active – that’s it 

(Dugas, 2015). 

Wellness Programs  

Wellness programs are beginning to become popular in firms all across the United States.  

I think these programs tend to vary from organization to organization but the overall theme is 

similar.  Firms are encouraging their employees to be “well.”  With wellness as defined above, 

this would mean firms are taking a conscious approach to making sure their employees make 

good choices in all aspects of their life that impact the overall quality of life.  I think so many 

companies are making it easier-than-ever to incorporate wellness into their employee’s routines.  

Wellness programs can range from something as simple as placing a bathroom scale in the 
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company restrooms for employee use (constant weight-management reminder) to offering a fully 

functional employee fitness center.  These centers include treadmills, weights, and a variety of 

things to appeal to different people.  Many Human Resource Departments take on the role of 

administering these programs.  This is simply because it involves many of their daily functions. 

Human Resources Departments are responsible for managing the organizations human 

capital.  The department is a critical component of any organization.  They manage the employee 

benefits and insurances, recruitment of new employees, keep the personnel records, among many 

other things.  More recently, the human resources department has begun to get involved in the 

implementation of wellness initiatives.  Developing program guidelines, distributing information, 

drumming up interest, and keeping employees interested in the programs are just some of their 

new responsibilities. 

 More specifically defined, workplace wellness programs include: planning strategies to 

aide in the prevention of disease, decreasing of ongoing health risks, and containing increasing 

healthcare premiums; free health screenings and risk stratification; risk-related health 

management interventions – such as, encouraging exercise participation, behavior-change 

programs, educational newsletters or posters, self-care publications, annual health fairs, 

healthcare advice lines, and health coaching, information about disease management; evaluation 

and metrics (Mulvihill, 2003).  Many of these small-scale programs are offered through the 

Employee Assistance Program (EAP).  Others are full-blown, integrated programs that offer rich 

incentives to those who choose to participate. 

Type of Employee Who Participates 

In my opinion, employees who are actively engaged or fully invested in the organization 

typically participate in wellness programs.  According to a study conducted in 2013, there are 
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employees who are more likely to participate than others (Merrill & Hull).  In fact, employee 

participation in wellness programs is generally lower in the older age groups and higher among 

women (Merrill & Hull, 2013).  Physical restrictions and health issues might be the reason for 

lower levels of participation in wellness programs among older employees (Merrill & Hull, 

2013).  Previous research has shown in the United States that women in general tend to be more 

health conscious and are less likely to drink excessively, smoke cigarettes, or use illegal drugs 

(Merrill & Hull, 2013).  Women also tend to have regular and consistent medical care (Merrill & 

Hull, 2013). 

Whether or not an employee is married can have an impact on participation in employer-

sponsored wellness programs as well.  Marriage may contribute to better health practices overall 

and this can be carried over to the employee’s work life.  If incentives are a part of these 

programs, the employee may make the decision to participate because the end result could mean 

more resources available to them to share with their spouse or family.  Some literature concluded 

that marriage is associated with a better mental state, increased likelihood of possessing health 

insurance coverage, and possibly better physical health on a long-term basis, primarily with men 

(Merrill & Hull, 2013). 

Interestingly, an employee’s salary can also affect their likeliness of participation in 

wellness programs.  In the study mentioned above, employees who earned less than $40,000 

annually were significantly less likely to be involved in wellness programs.  Usually, employees 

who fall in this bracket tend to have more physically demanding roles in the organization (such 

as custodial and maintenance workers), and are thus less likely to be interested in maintaining 

personal wellness.  Typically, less education requirements come with a lower paying position 

which may also be associated with lower levels of participation (Merrill & Hull, 2013). 
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Participation 

 I think some employees might feel that it is none of their employer’s business whether 

they are well or not.  From my experiences, employees who do not participate in these types of 

programs are disengaged employees who do not plan on staying with the organization on a long-

term basis.  It is prevalent that the fine line of ethics is being towed when employers choose to 

offer these programs to their employees.  That line is defined as dabbling too far into an 

employee’s personal rights and/or health issues.  Some organizations have even gone as far as 

penalizing the employees who choose not to participate in their wellness initiatives (Mello & 

Rosenthal, 2008). 

 Employees may be already participating in wellness events elsewhere.  I think many 

social organizations, such as churches or schools, are highly involved in wellness programs and 

find ways to involve their members.  In my experiences, many employees complain about the 

time it takes to be an active enrollee in a wellness program.  It is true that some programs can 

take time and resources.  If the end reward outweighs the time it takes to participate, then the 

employee should get involved.  It is extremely important that anyone who participates in any 

type of exercise is physically able to perform the tasks without hurting themselves or becoming 

ill.  Some employees may not participate because of this reason; they are not physically able to 

do so and their doctor advises them to not participate. 

 I think employees who participate choose so for obvious and not so obvious reasons.  

Employees will definitely want the rich incentives employers offer in exchange for their 

participation.  For example, at my place of employment, our Human Resources Department 

manages a wellness program that is based on a points system.  This is only one of the many 

wellness initiatives they offer.  The department compiled a list of activities and assigned each 
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activity a certain number of points.  For example, some of these activities include exercise, 

getting regular healthcare check-ups, attending the city-sponsored health and benefits fair, etc…  

After 24 weeks, if an employee achieves 500 points total, they will receive a whole day off with 

pay.  A benefit many of our employees take full advantage. 

 If the rewards are higher, individuals are typically more likely to change their behavior 

(i.e., large incentives or coverage contingencies).  Often times, the larger incentives may also 

encourage dishonesty or cheating simply because people want the reward so badly (Mello & 

Rosenthal, 2008).  Wellness programs that offer only moderate rewards may be attractive to 

individuals who primarily do not have to make extreme changes to their lifestyle satisfy the 

criteria to achieve the reward (Mello & Rosenthal, 2008).  This may be employees who already 

engage in healthy habits in their lives (Mello & Rosenthal, 2008).  Generally, the magnitude of 

the incentive offered may vary depending on the behavior change being requested (Mello & 

Rosenthal, 2008).  Employees who are asked to make large lifestyle changes may demand 

adequate payment that reflects the amount of effort required (Mello & Rosenthal, 2008).  It has 

also been discovered that some employees may be willing to participate in wellness programs 

with moderate incentives because they are interested in the end result of bettering their health 

(Mello & Rosenthal, 2008).  These employees may be just thankful for the availability of a 

structured means of lowering their risk of disease (Mello & Rosenthal, 2008). 

 In my opinion, the sole purpose of wellness programs, if done properly, are to make 

people healthier or at least get them started in that direction.  Not too many people will claim 

they do not want to maintain a healthier lifestyle.  This is an obvious reason for many employees 

to want to participate in employer-sponsored wellness programs.  Several reasons that may not 

be so obvious are the social aspects and the feeling of belonging to a team.  The social aspects 
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can come from everywhere.  Employees who are participating in the program may speak with 

one another about challenges or difficulties they may be experiencing.  They can also celebrate 

their victories and successes with one another.  The feeling of belonging to a team is along the 

same lines of social aspects but some people just like the team environment, regardless of the 

reason the team has been constructed. 

Implementation 

 Change is always difficult.  Implementing new programs must be done carefully to get as 

many employees on board as possible.  Not everyone will participate but the higher the 

participation levels the better.  As with doing anything, I think there are many ways an 

organization may implement wellness programs.  In my opinion, when an organization is 

considering implementing any of the different types of wellness programs mentioned previously; 

clear, well-organized, non-invasive, and informative program guidelines and or resources are 

very important.  Some of the most common ways of implementing wellness initiatives into the 

workplace are wearable fitness trackers, activity logs, on-site employee fitness centers, full-

access to mental, physical, and emotional assistance through the EAP, lunch and learns, smoking 

cessation programs, blood pressure screenings, annual health and benefits fairs, fitness classes 

with other employees who have similar interests, and handing out fitness related giveaways to 

employees. 

 Wearable fitness trackers, such as heartrate monitors or pedometers, have begun to be 

implemented as employee wellness programs.  These devices can help keep employees on track 

by monitoring their daily progress.  These can be huge motivators for employees who are 

visually stimulated, they are able to see real-time progress.  In my opinion, activity logs are a 

great way to delve up excitement about wellness amongst an organization’s employees.  These 
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are programs where employees are responsible for reporting their own activities to a team 

captain.  These activity logs are based on a points system with reward.  To earn the reward, the 

employee must reach a set goal. 

 Employers can also implement on-site fitness centers for employees to be able to use.  

These centers usually have a minimal start-up cost associated with them.  The affect it has on the 

employees is priceless.  These are typically twenty four hour, unmanned facilities close to the 

organization.  Some may even be located inside one of the company’s properties.  Employees are 

assigned a personal identification number or key card to obtain access anytime.  If employees 

have an area that is designated just for them, it has a positive impact on their confidence to be 

able to have the means to get healthier.  Usually, corporate chain fitness centers have costly 

monthly fees.  With an employee wellness center, individuals cannot use the excuse of not being 

able to afford a gym membership any longer.  Fitness classes, such as yoga, boot camp, or 

jazzercise may be held at these facilities or another location with other employees who hold a 

similar interest in fitness.   

 “Employee Assistance Programs or EAP’s have been around for decades, but have 

recently been gaining traction as a way to fill in the gaps in other health care coverage” (Bray, 

2009, p. 268).  Most employers offer this service to employees to use anonymously.  Most 

services are typically free of charge but it does depend on the service being utilized and how 

much assistance the employee needs.  EAP’s typically provide a variety of counseling, referral 

and information services.  Counseling for many areas, such as stress, alcohol and drug abuse, 

depression and anxiety, family problems, and legal and financial issues.  This is why EAP’s are 

considered a wellness program simply because of the services provided. 
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 Lunch and learns can also be provided through the assistance of the health insurance 

provider.  These events are held during lunch breaks and a professional from the health care field 

gives an hour long presentation.  Generally, the professional will present on topics to educate 

employees about healthy habits.  Smoking cessation programs are another highly beneficial 

program employers should definitely be offering.  The sole purpose of these programs are to give 

employees all the tools they need to stop smoking, if they choose to do so. 

 Health and benefit fairs are an extremely effective wellness initiative.  These should be 

held annually for employee benefit.  These events usually have attendees that include: the 

organizations health, dental, and vision insurance providers, local banks, local chiropractors, 

local dentists, local gyms, local personal trainers, local eye doctors and many more.  These 

events also typically offer free health screenings to employees who attend.  The screenings give 

employees access to information about their blood pressure, both good and bad cholesterol, and 

current weight and height.  Many of the vendors will bring a lot of giveaways for employees, 

which entices them to attend. 

Legality 

In May 2013, the U.S. Departments of Health and Human Services, Labor and the 

Treasury issued a final set of rules based on new requirements on workplace wellness programs, 

which are in line with standards set forth in the Health Insurance Portability and Accountability 

Act, also known as HIPAA (Krisberg, 2013).  These new rules map out the standards for 

wellness programs, which reward employees for meeting certain health goals (Krisberg, 2013).  

“Among the rules, workplace wellness programs must be reasonably designed and not overly 

burdensome, reasonable alternatives for receiving a reward must be offered to employees with a 

medical condition that makes it difficult to reach the common standard, and the availability of an 
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alternative must be disclosed in wellness materials in easy-to-understand language” (Krisberg, 

2013, p. 10).  This simply means accommodations or alternative plans must be made for 

employees who cannot physically do what other employees are able to do to achieve the reward.  

Employers must recognize this and have alternative guidelines set, in case this situation arises. 

Who Benefits 

 Logically, the employee will directly benefit from the implementation and should be the 

main focus of the of wellness programs.  Regular physical activity is often linked with lower 

mortality rates for adults of any age, even when only moderate levels of physical activity are 

executed (Collins, 2007).  The activity need not be strenuous to be advantageous.  In fact, 

individuals of all ages benefit highly from moderate-intensity physical activity.  Regular exercise 

is incorporated into many of these employer-sponsored wellness programs.  I think employees 

will have an overall better quality of life and better self-esteem from participating in these 

programs.  

 Unmistakably, employers would not go through the entire process of organizing a 

wellness initiative, if they did not get something out of it.  So, obviously the employer will 

benefit from the implementation of these programs and in the process they will have a happier, 

healthier, more-engaged workforce overall.  The employee’s family and friends will also benefit 

from the implementation of employer-sponsored wellness programs.  If the employee is 

consistently making healthy lifestyle changes, they can involve the people who are constantly 

around them while they are not at work. 

Larger Scale 

 Employers who offer health insurance to their employees want to keep their premiums 

and rates as low as they possibly can.  Healthier employees typically equal lower insurance 
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premiums, simply because these employees are not frequent visitors to their doctor’s office or 

the hospital’s emergency room. 

I think the bottom line is the employees’ health is at risk.  “Food is literally the building 

block with which we create and maintain healthy muscles, organs, and tissues.  Good nutrition 

bolsters the immune system and wards off diseases, all the while enabling our bodies to 

efficiently store and use energy; regulate hormones and mood; and much more” (Bray 2009, p. 

113).  Apart from food, consistent physical activity also reduces an individual’s risk for a myriad 

of illnesses including: diabetes, heart attacks, colon cancer, hypertension, and may reduce their 

risk for a stroke.  Both the American Institute for Cancer Research and the National Institutes of 

Health inform the public that with regular exercise and maintaining a healthy weight, an 

individual’s risk for cancer, heart disease, stroke, Type 2 diabetes, bone loss, and anemia are 

drastically reduced (Bray, 2009).  Diet and exercise are natural prevention methods.  Other 

notable attainments of engaging in physical activity included: helps to control weight, 

contributes to healthy bones, muscles, and joints, reduces risk of life-threatening falls among 

older adults, helps alleviate the pain of arthritis, reduces symptoms of anxiety and depression, 

and is linked with fewer hospitalizations, doctor visits, and medications (Collins, 2007). 

Conclusion 

 Many employers are constantly faced with strict budgets and ever-increasing costs in 

countless aspects of their business.  The implementation of employee assistance programs, work-

life, and health and wellness programs can be extremely effective tools to care for the human 

capital of the company–its employees (Attridge, 2008).  I think informing employees is so 

important.  Believe it or not, many employees do not know where to begin when it comes to 

being healthy and well.  So, if they express an interest in learning more, they truly need 
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assistance from somewhere.  It is the employer’s responsibility to be the one to educate them, if 

they seek information.  
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Introduction 

 Diversity Management is an important area of Public Administration.  It can be defined as a 

program implemented by the Human Resources Department (usually) meant to develop and sustain a 

positive work environment for the entire organization (Tatum, 2014).  The focus of this paper will be 

dissecting the City of Eustis’ Diversity Management Program or lack thereof.  Diversity Management 

Programs are important to any workforce because it fosters communication, cooperation and 

acceptance among all employees.  This allows everyone to work together in harmony regardless of an 

employees’ sex, religion, race, background, etc.  Diversity Management is only part of the problem 

though.  When looking at any organization, the employees had to get there somehow.  So, the hiring 

process is not pertinent to a Diversity Management Program but still important enough to be discussed.  

While looking into the City of Eustis’ programs, a full analysis of objectives and evaluation criteria, 

current activities and who is involved, any political factors contributing will also be addressed and 

recommendations for action. 

What is the Problem? 

Plainly stated, the City of Eustis does not have a well-focused, systematic Diversity Management 

Program in place.  It also does not have a representative bureaucracy either.  A representative 

bureaucracy is defined as, “a bureaucracy which truly represents all segments of the population can best 

serve the interests of the people” (Evans, 1974, p. 628).  This can mean through race, gender, sex, or 

culture.  Obviously, the goal of any public entity is to serve the citizens as effectively and efficiently as 

possible.  According to the U.S. Census Bureau in 2010, the population in the City of Eustis was about 

18,558.  With the main focus being race, the percentages breakdown as follows:  67.9% White alone, not 

Hispanic or Latino, 17.4% Black or African American alone, 11.9% Hispanic or Latino and 2.8% are listed 



CAPSTONE PORTFOLIO  223 

 

as other (U.S. Census Bureau, 2014).  According to the City of Eustis’ personnel database, there are 

currently 207 full time employees.  Of those employees, 77.8% are White alone, 18.4% are Black or 

African American, 2.9% are Hispanic or Latino and 0.9% are in other categories.  With this data, it is 

obvious that the City needs to hire more employees that fall under the African American or 

Hispanic/Latino categories.  When it comes to interacting with the Hispanic population, the lack of 

Hispanic workforce becomes a problem because of the language barrier. 

Currently, the City’s main focus is managing Equal Employment Opportunity or Affirmative 

Action.  These two topics tend to focus on just the hiring process alone.  Managing diversity is a much 

broader term that should be implemented to focus more on the organizations current employees and 

programs.  The City of Eustis currently participates in some aspects of Diversity Management such as, an 

annual awards ceremony – honoring top employees which are voted on by co-workers, employee 

performance evaluations and tuition reimbursement programs.  The annual awards ceremony is called 

the S.P.I.R.I.T Awards.  The most recent City Manager designed this program in 2007 to recognize the 

top employees who represented the City in five different categories.  Service, Professionalism, 

Involvement, Results, Integrity, and Teamwork.  The City has since adopted these as its core values.  

Employee evaluations are done annually and at the mid-year point.  Depending on the employee’s 

position, their direct supervisor will chose an evaluation that is specific to the employee’s job duties.  

This allows for useful information on how to improve one’s performance or it may show where an 

employee is achieving results.  The City offers a tuition reimbursement program to promote higher 

education.  Employees may earn a degree or participate in a certificate program.  It is available to all 

employees who have been with the City for at least one year.  Employees may attend classes part-time 

and when they are not scheduled to work.  The City will fund the employee’s approved courses 100%.  

Courses must be related to the field of Public Administration in some way.  Employees should also 

provide an explanation of their future career goals, once the higher education is achieved.  The City has 
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held Workplace Harmony, Team Building and Diversity Courses in the past.  Due to budgetary and 

resource constraints, this training has not been provided to employees since 2006. 

 By implementing more programs like the ones mentioned, the City of Eustis would be able to 

manage all aspects of diversity including differences such as personality, race, ethnicity, gender 

education or function.  It would create a more diversified workforce because employees would be 

better-rounded and have more experience dealing with different types of people.  Diversity amongst the 

workplace promotes creativity and efficiency.  Employees would be able to communicate and relate 

more effectively with one another – and to the community.  So, wherein lies the problem?  It must begin 

with the hiring process – Equal Employment Opportunity and Affirmative Action.  So, the City’s approach 

thus far has been only half-focused.  There are not enough minorities being hired throughout all 

departments.  Over the last year, out of the 28 new employees, only 22.2% were minorities. 

 Equal Employment Opportunity is looked at as a more legalistic or quantitative approach.  

Diversity Management on the other hand, is more behavioral or strategic.  Every year, the Director of 

Human Resources complies an Equal Employment Opportunity Report for the Equal Employment 

Opportunity Commission (EEOC).  The EEOC is in place to make sure no entity discriminates against an 

employee or applicant because of color, religion, race, disability, sex, age or genetic information (“About 

the EEOC”, 2014).  The mandatory report provides information to the public, City Commission and 

employees about the City’s plans for the fiscal year to work with, recruit, train and promote the 

underrepresented categories of the population.  Specifically, the report lists the Police and Fire 

Departments as underutilizing minorities and women.  “The City of Eustis would love hire more 

minorities but we find it is hard to get many to apply for our openings.  And if we do get a few to apply, 

most of them unfortunately do not pass the background check or requirements set forth for the 

position,” said the Human Resources Coordinator, Karen Crouch (personal communication, March 27, 

2014). 
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 Many different groups are affected by these problems because the City of Eustis deals directly 

with the public constantly.  Some of these groups include: all current and future employees, all current 

and future applicants, the public, stakeholders, environment, City Commissioners, and current and 

potential clients.  Obviously, these problems are not detrimental to the daily operation of the City but 

they can be very political because of the mass amount involved.  All parties have access to any records 

or reports any time they request them.  The City of Eustis has not achieved the Representative 

Bureaucracy as mentioned but it does strive for it constantly, through well-focused hiring efforts and 

employee detainment.  If not corrected, these problems may only get worse in the future.   

By creating a more labeled Diversity Management Program and implementing it, employee 

productivity will increase and may lead to synergistic outcomes and higher morale because employees 

will be more productive and happier in their positions, in theory.  Diversity programs should be directly 

linked to the agency’s mission in order to be effective (Pitts, 1974, p. 255).  The City of Eustis’ Mission 

reads: “Create a superior quality of life by engaging and partnering with the community to provide 

financially prudent and customer friendly services” (“Strategic Plan 2013-2014”, 2013).  With this 

mission statement, it is plain to see the City’s focus is on the community.  If something was added about 

the employees, it might make them feel more a part of the whole operation. 

Objectives and Evaluation Criteria 

 The public would definitely have objectives or goals for the programs designed be the City to 

address the problems mentioned.  One possibly might be better communication with the City’s 

workforce.  It would probably be frustrating if a Hispanic person had an issue or problem and they 

weren’t able to effectively get their message across.  For example, in the Human Resources office, a 

phone call was received from a citizen who claimed a City truck hit their family dog and drove off.  The 

women asked the human resources representative if they understood or spoke any Spanish.  When the 



CAPSTONE PORTFOLIO  226 

 

representative replied no, the lady passed the phone to her five year-old to relay the message.  The 

child’s English was not very good but the representative was able to get enough information where the 

situation was passed along to someone who spoke Spanish.  If someone in the human resources office 

had spoken or understood Spanish, this woman might have gotten more effective service.  Being 

represented in their local government probably is not top on any of the citizen’s priority lists.  It is 

possible they are unaware that there is supposed to be a match.  If they were aware, the public may feel 

they are unjustly represented.  Another goal would be to be fairly and justly represented in their local 

government.  If employees were more creative in their everyday jobs and communicated more 

effectively with one another, this should produce more growth throughout the City.  The community 

would be pleased with this outcome because they see their tax dollars are not being wasted.  The public 

just wants to be able to get effective services from their local government.  One recent complaint would 

indicate that some members of the community do not feel the City’s employees give very good service 

at all.  The complaint below was sent in to the Human Resources Office email address:   

“From a group (families and friends) of taxpayers.  We are curious as to why we 

continually see city trucks parked in places they shouldn’t be parked.  And workers 

doing nothing but standing around.  To give you a few instances, as I went down 

McDonald’s today around 2:30 pm., there were two city trucks parked at the new “flea 

market” building chitchatting and two were off to the side doing absolutely nothing.  I, 

myself, live down the road from someone who drives a city truck, and stops at his home 

several times a day to visit.  To us, it is wrong that you hire and apparently keep people 

who are wasting our tax payer dollars and apparently do not want to work.  I see this 

day after day and it has been going on for a long time.  I am a member of 45 taxpaying 

relatives that reside in Eustis and over 70 friends who also live in Eustis.  We are all 

reasonable amount over this.  At this time, without calling any name in particular, the 
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person directly over these workers is where we lay the blame.  Then it proceeds upward 

from there.  We are seriously question the Human Resources hiring abilities.  We just 

felt you should know the way we feel about this situation.  Cc:  City Commissioner.” 

(personal communication, March 5, 2014). 

 There are some ways the public could measure the goal or objective achievements and 

progress.  For instance, each time a citizen has an interaction with a public servant.  At this time, they 

would be able to determine multiple things.  Such as, if they feel they are being represented by race, 

color, age, culture, sex, etc.  They could also see how the employee treats them and handles their 

problem or situation.  The City of Eustis could measure standards of progress toward meeting these 

objectives by conducting employee surveys, comparing the Annual Equal Employment Opportunity 

reports for improvement, amount of incoming complaints or morale of the overall work environment.  

Employee surveys are usually a good indicator of how the workers truly feel, especially if they are not 

required to list their name and department.  The City of Eustis is not currently distributing any employee 

surveys.  As mentioned, Equal Employment Opportunity Reports are produced yearly to measure where 

the City is and where they are going as far as their workforce diversity goes.  Comparing these reports 

would give the City a great measuring tool for improvement.  Monitoring the number of complaints 

coming in via email, phone or in-person should be directly related to citizen happiness or satisfaction.  

The less complaints the happier they are; the more complaints the less satisfied they are.  Determining 

levels of employee morale can be a more difficult task.  Most employees in any organization do not like 

to disclose their dissatisfaction with their jobs, bosses, or co-workers.  Generally, this is due to the fear 

of repercussions.  On the other hand, employees do not share with anyone if they are satisfied either.  

However; it can reflect in their attitude or quality of work.  If the City created a “Speak Up” Program, 

specifically designed to encourage employees to provide suggestions for continuous improvement, it 

would help tremendously with employee morale (Mueller, 2009). 
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Current activities and who is involved? 

 Currently, the City of Eustis is conducting some activities to result in preferable goal or objective 

achievement.  However; no training or classes are offered by the City regarding any type of diversity 

management, team building, or workplace harmony.  These courses are important because it presents 

an opportunity to focus on important topics with all the employees on a regular basis.  This training has 

been offered in the past but not in the last eight years.  That is a long time to go without any attempt at 

educating the workforce on diversity and teamwork.  Regarding the current hiring efforts, the City uses 

the same methods of selection and recruitment that have been used for many years.  This is mainly 

referring to their advertising efforts.  New job openings have generally been put on the same websites, 

newspapers, or job boards for the last fifteen years or more.  Recently, the Human Resources Director 

developed and implemented new evaluation tools for all the employees and management staff.  The 

new evaluations assess the employee in areas that are directly relate to their job category.  This tool 

measures performance much better than the old forms.  Those were a general evaluation for every 

employee.  The new one is related to the categories set forth by the Equal Employment Opportunity 

Commission.  These consist of categories like professionals, administrative support, officials, technicians, 

craft workers, and service workers (“EEO-1 Job Classification Guide”, 2007).  Because these are more 

focused on the work the employee actually does, feedback is truly helpful to the City of Eustis 

workforce. 

 Eustis is one of ten cities located in Lake County.  So, there are several other agencies that could 

be contributing toward achieving similar goals or objectives.  Partnering with the surrounding cities to 

develop diversity management programs would be mutually beneficial.  These other cities are more 

than likely experiencing similar problems or issues with developing and implementing these programs.  

The cities in the area could do an area wide or county wide training session and event promoting 
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workplace harmony and diversity awareness.  If an employee wrote up a proposal, a categorical grant 

could even be utilized for this type of project, if obtained. 

Political Factors Contributing to the Problem 

 The issues and problems that have been mentioned could be very political territory.  Many of 

the citizens are unaware these problems exist due to apathy or competence levels.  Also, many resource 

issues possibly hindering goal or objective achievement; such as time, money, competence, and 

manpower.  The number one resource constraint would have to be time.  Implementing a whole 

Diversity Management Program would take many hours of dedication and focus from the City’s Human 

Resources Office.  This department is already one of the busiest in the City because of the various 

workload and projects assigned by the City Manager. 

Conclusions 

A well-defined Diversity Management Program is a necessity for every business but especially 

local government.  It goes much farther than the hiring stage.  The City of Eustis’ lack of a program can 

be solved with some time, effort, and focus.  Thus far, the focus for the City has been just on Equal 

Employment Opportunity and Affirmative Action.  Training attempts have not been implemented 

because other situations, issues, and even the day-to-day operations have taken precedence.  By 

knowing the statistics for the representative bureaucracy problem, the City may now see where it 

should focus hiring efforts.   

Recommendations for Action 

To solve the problem of a lack of Diversity Management; there are a number of 

recommendations for action.  Some examples of these solutions are to development of a Diversity 

Management Program, schedule Diversity Training and Workplace Harmony classes, more focused 
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recruitment efforts to help the City obtain a representative bureaucracy, implementation of a “Speak 

Up” Program, translate job descriptions into Spanish, promotion of tuition reimbursement program, and 

continue to maintain and track Equal Employment Opportunity statistics for reports. 

The implementation and development of a Diversity Management Program is key to attain 

success and progressiveness.  It will promote creativity, efficiency, and cooperation among the 

workforce.  It will also give the City a unique, competitive edge (“Diversity Training”, 2014).  The 

Diversity Training and Workplace Harmony classes need to be implemented again as soon as possible.  If 

time is a constraint, the City should hire an outside agency to arrange them.  These courses would teach 

or reteach the employees the importance of differences and the daily necessity to practice those skills.  

If implemented correctly, a more focused recruitment effort would encourage more minorities and 

women to apply for City positions.  This would, in turn, even out the percentages in the representative 

bureaucracy.  Development of a “Speak Up” Program could be difficult but quite worth it, if employees 

participate.  This program would provide an open line of communication between the employees and 

their direct supervisors, without any repercussions.  It would encourage employees to discuss freely 

with their managers ways to improve the organization and any issues or obstacles they are facing to get 

their jobs done.  Translation of job descriptions is another area the City of Eustis needs to make 

immediate changes.  More minorities may apply if they understood the full extent of the job duties.  The 

job postings should also be posted on a job site where minorities search for jobs, such as 

www.holajobs.com.  Further research would be needed to find out what other websites this would 

include.  The City of Eustis already offers a tuition reimbursement program.  Many other cities do not 

offer this benefit to their employees.  It is currently discussed with employees during their new hire 

orientation but at no other set time.  It should be the job of the supervisors and managers to promote 

this program continuously to all their subordinates but especially minorities.  This encourages them to 

gain additional current job knowledge or helpful knowledge for their future positions.  In place since 
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1978, the annual equal employment opportunity plan utilization report is a great tool to measure 

progress.  The City’s administration would be able to compare these reports side-by-side, year-by-year 

to see if things are improving or worsening.  Retention and recruitment procedures are inspected and 

goals are set that may entice minorities and women in categories identified as having 

underrepresentation.  

Regardless of complete goal achievement, implementing any of these things is an improvement.  

It is next to impossible to achieve a pure Representative Bureaucracy.  The closer the City of Eustis can 

get to it, the better for the community it serves.  Lastly, any diversity training that could be implemented 

would help the employees tremendously.  The City will continue to follow its mission statement and 

reach its goals of serving the community effectively. 

With implementing anything new, implementation challenges with ensue.  For this instance, 

they would consist of pushback from the employees, budgetary and time constraints and employee 

competence.  Some level of pushback from the employees is expected.  To prevent a negative reaction 

from the employees, an organization have to prove to the workforce that the diversity plan will have a 

bottom-linen effect on the agency.  It must relate the accomplishments or goals of each employee 

straight to the program itself and give them a valid interest in the topic (Pitts, 2006, p.256).  Many 

employees would be stubborn to want to keep things the way they are currently.  Budgetary, time and 

other constraints are obvious challenges.  If there were unlimited amounts of resources, the City would 

be able to explore and implement many different options.  Unfortunately; that is not the case here.  

Right now, the budget must be strictly focused on operational expenses and not too much more.  But if 

there is extra money for the program in the near future, it should be top on the priority list.  Employee 

competence is a big challenge when implementing new ideas.  Similar to the pushback of not wanting 

change, competence levels have to do with employees not wanting change.  More specifically though, 

they do not understand the reason for change.  If they do not see a problem, they would not understand 
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the need to do anything different.  These, among possible others, would be the reason implementation 

of a new Diversity Management Program would be challenging.  However, the benefits which would be 

provided by a Diversity Management Program would greatly outweigh the challenges encountered. 
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