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0.0

Executive Summary

0.1

Focused Review Purpose and Background

0.11

Purpose of the Focused Review

The primary purpose of the Focused Review of the Chief Administrative Officer’s (CAO) Office
and Business Operations is to assess the efficiency and effectiveness of the organization and
develop recommendations for improvement. The Focused Review also includes
recommendations for how the City of Portland might choose to distribute the costs of the Chief
Administrative Officer’s (CAO) Office and Business Operations to customer bureaus, and assist in
completing the Business Operations strategic plan.
0.12

Background

The Focused Review scope of work includes a review of the CAO’s Office and Business
Operations business units.
The primary purpose of the CAO’s Office is to provide leadership and oversight of all citywide
administrative services. The City is still in the process of assembling the organizations that provide
administrative services in the Office of Management and Finance (OMF). OMF is responsible for
implementing Council policies by providing a growing array of support services to help bureaus
efficiently and effectively deliver direct services to the public. The CAO is also the focal point for
citywide policies and projects.
Business Operations resides within OMF and provides support services to the CAO and other OMF
bureaus. Business Operations was created to consolidate financial and administrative support
services to gain economies of scale, manage the OMF budget, ensure consistency, and
maintain quality in operations and finance. Business Operations also leads projects and
initiatives that involve all OMF bureaus, and supports the CAO.
It is important to note that the concepts of consolidation and standardization are contrary to the
City of Portland’s organizational culture of individualism that is driven by the commission form of
government. In a commission form of government, bureaus are accountable to specific
commissioners rather than being accountable to a city manager who oversees all government
functions. The segmented accountability tends to encourage bureaus to operate
independently and develop customized solutions for their operational needs. Losing
independence and customization for the sake of cost savings and consistency is not easily
accepted, although necessary in order to survive in a period of declining revenues. Exhibit 0A
on the following page illustrates the relationships between the CAO’s Office, Business
Operations, other OMF bureaus, and all other City bureaus.
This Focused Review studied the CAO’s Office and Business Operations in order to assess the
current organizational structure, business processes and services in order to identify opportunities
for improving efficiency and effectiveness.
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Exhibit 0A

Office of Management and Finance Relationships
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0.2

Methodology

The methodology utilized for the Focused Review includes the following steps:
1. Project Initiation and Document review – The consultant team met with the leadership of
the Chief Administrative Officer’s (CAO) Office and Business Operations to discuss and
refine the work plan, project objectives, and identify and schedule necessary interviews.
SMG also reviewed all relevant information available. A list of documents reviewed is
included in Appendix A.
2. External Assessment – Developed a structured interview guide that was based on a
review of the customer assessment completed as part of the strategic plan, input from
the CAO, Business Operations Manager and the Advisory Committee. Key customers
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were identified. Interviews were conducted and findings documented in Section 3 of this
report.
3. Internal Assessment – Using a process similar to the External Assessment, a structured
interview guide was developed and all staff from the Chief Administrative Officer’s
(CAO) Office and Business Operations participated in one or more interviews. The major
outputs of the interview process were organizational findings in Section 4 of this report
and business process flow documentation that is shown in Appendix B.
4. Benchmarking Study – A short list of several potential benchmarking participant
municipalities was developed in collaboration with the CAO and Business Operations
Senior Manager. The field was narrowed to the cities of Austin, Denver and Seattle.
Information about each city’s central service provider financial and administrative
support functions was gathered from the Internet and numerous telephone calls and
emails. Benchmark comparison findings and conclusions were documented in Section 5
of this report. The detailed data collected appears in Appendix C.
5. Development of Recommendations – The results of all prior work steps were considered in
developing draft recommendations for how the CAO’s Office and Business Operations
could improve the efficiency and effectiveness of their organizations. Draft
recommendations were shared with the Project Advisory Committee and all staff and
management from the CAO’s Office and Business Operations. Input from these
discussions was considered in developing the recommendations that appear in Section 6
of this report.
6. Options for Distributing Costs -– FCS Group reviewed the current funding method,
identified options, and developed recommendations for funding the Chief Administrative
Officer’s (CAO) Office and Business Operations. FCS Group used specific criteria
identified by the City such as equity, revenue sufficiency and stability, ease of
understanding, and effect on double budgeting. To develop the funding options, the
consultant team built on information that FCS Group developed for the 2004 Overhead
Model Review. Potential alternatives were identified and the pros, cons, and impacts as
they relate to the criteria established above were documented, resulting in the
observations and recommendations summarized in a technical memorandum included
as Appendix D.
7. Finalizing the Strategic Plan – As part of this Focused Review, the findings of the External
Assessment, Internal Assessment and Benchmarking Study were used to update the
Business Operations Strategic Plan. The strategic plan includes mission and values
statements, Strengths, Weaknesses, Opportunities, and Challenges (SWOC) Analysis, an
action plan, and performance measures. The outputs of this effort are found in Appendix
E of this report. This final draft strategic plan will undergo a full review by leadership and
staff, then communicated to stakeholders and employees in final form.

0.3

Major Findings

Findings from the External and Internal Assessment and Benchmarking Study are summarized in
this section.
Positives
 Under the leadership of the CAO, the initial formation of OMF yielded $7 million in savings
in 2001-2002, and has continued to produce cost savings every subsequent year.
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 The CAO and supporting analysts are valuable to adding stability to the City
organization, particularly as City Hall leadership changes. The CAO’s special project staff
is financed with one time funds – indicating that the major projects they support will go
away. This does not seem to be realistic, since there will always be new citywide
initiatives and the Mayor and Council require significant analytical support.
 Mayor’s Office staff is very satisfied with the services provided by the CAO’s Office and
Business Operations. The service is responsive and of high quality. The Mayor’s Office
thinks that having a focal p oint for all of OMF and citywide projects and issues is an
effective way to communicate.
 OMF customers think the Business Operations financial and administrative support staff is
effective. Most, but not all, customers are satisfied with budget and rate modeling
support.
 All customers think the staff managing special projects in the CAO’s Office and Business
Operations are effective.
 Most customers see the need for the citywide projects that are managed by the CAO’s
Office and supported by Business Operati ons. Bureaus do not have the capacity to staff
these projects in addition to their day-to-day responsibilities. Customers believe that all
bureaus have eliminated any excess capacity and cannot take on these extra things.
 Progress has been made in standardizing financial policies and processes. The teams
have worked to standardize financial policies, interagency service agreements between
OMF bureaus and other City bureaus, capital plan preparation, and 5 year plan
preparation. Business Operations staff have benefited from working together while
learning to use the new BRASS budget system.
 There are plans to develop standard Business Operations Service Level Agreements in
2006. Service level agreements will be an important tool for developing common goals
and expectations between Business Operations and OMF customers that will further
efforts towards standardizing and gaining efficiencies in administrative processes.
 Performance measures were developed as part of the Strategic Planning update
process in this Focused Review. The performance measures should become a useful tool
for demonstrating the value of services to stakeholders, and in daily management to
identify best practices and support continuous improvement.
 The CAO provides the Council with an annual work plan that describes major initiatives
that will be undertaken by OMF. Initiatives in the work plan are managed by staff in the
CAO’s Office, Business Operations, or other OMF bureaus. The CAO provides two status
updates and an annual report to report progress on the work plan items. The 2005-2006
work plan included fifteen initiatives.
 The internal assessment found that Business Operations provides many administrative
services that fulfill mandated requirements such as Family Leave Act administration,
EEO/Affirmative Action, and Sustainable Paper Policy reporting. Consolidating functions
where specific knowledge about mandated policies and procedures is required is more
efficient when performed in a consolidated effort for all OMF bureaus and divisions.
 The benchmarking study revealed that when comparable functions could be found, the
functions provided by the CAO’s Office and Business Operations were staffed at a low to
medium level in comparison to the cities participating in the survey.
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Areas for improvement
 OMF bureaus are resistant to initiatives to increase consistency and standardization
driven by the CAO and Business Operations. OMF was created in order to realize
efficiencies and cost savings from economies of scale, standardization of processes and
tools, and increased collaboration among central service bureaus. Consistency and
standardization are contrary to the individualist culture of a commission form of
government.
 Currently, the roles and responsibilities of Business Operations as a service provider and
OMF bureaus and divisions as “customers” are not defined and commonly understood.
The definition and role of “OMF customers” varies significantly among directors and
managers of OMF bureaus and divisions. Some OMF customers believe that Business
Operations should operate much like a vendor of services outside of the City
organization and strive to meet every need. Others believe that there should be a
partnership between the OMF bureaus (the customers) and Business Operations (the
service provider). In a partnership, customers and service providers can work together to
improve efficiency and effectiveness for the common good of the City. Ideally, Business
Operations will develop a win-win partnership with its customers when Service Level
Agreements (SLA) are developed as planned in 2006.
 Because some customer relationships with Business Operations are much like a
relationship with an external vendor, some OMF customers make requests of Business
Operations that create inefficient processes from a citywide perspective. For example;
o

Printing and Distribution (P & D) wants to fill out manual timecards that Business
Operations must data enter, even though there is an on-line timekeeping system
available to all bureaus. Manual timecards might be easier for P & D, but is
inefficient from a citywide perspective.

o

The Bureau of General Services Facilities Division decided to record detailed
project manager time in Excel spreadsheets rather than using the City’s
timekeeping system. This is easier for Facilities, but more expensive for the City
since Business Operations must reenter all detailed time in the City’s system in
order to produce required reports.

 Manual accounting processes and processes that are driven by bureau specific software
are not yet standardized. Business Operations has focused their efforts on standardizing
financial management policy and plans to address some of these accounting process
issues as part of the IBIS system replacement project.
 Business Operations financial and administrative staff is currently organized in teams that
support a specific OMF customer bureau or group of bureaus. This organizational
structure is based on the Bureau of General Services (BGS) organizational structure that
assigned financial and administrative support staff in the BGS division that they served.
The purpose of the customer focused organizational structure was to maximize customer
service. The customer oriented organizational structure fragments functions among
many staff, which typically does not promote standardization, efficiency or take
advantage of economies of scale.
 Customers think Business Operation’s financial and administrative could be more efficient
and innovative. However, it should be noted that sometimes OMF customers’
requirements introduce inefficiencies to processes and act as a barrier to implementing
innovations suggested by Business Operations.
 Business Operations financial and administrative functions include inefficiencies that are
driven by a lack of modern technology. Business Operations has a major opportunity to
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resolve many of these issues with the Enterprise Business System (EBS) replacement
project underway.
 The CAO’s Office performance reporting is based on the annual OMF work plan. The
CAO’s Office reports status to Council on actual performance relative to plan three
times per year. Performance reporting includes status relative to planned milestones and
due dates and project outcomes relative to goals. The status reports reviewed in this
study did not contain any efficiency measures.
 Some OMF customers’ management reporting needs are not being met by Business
Operations. Some customers want more or less analysis, more proactive analysis, timelier
project reporting for management purposes, or more detailed budget monitoring.
Business Operations was aware of a few, but not all of these unmet reporting needs.
Some reporting shortfalls are caused by the inadequacy of current financial systems
technology.
 OMF customers do not like being allocated the cost for citywide projects. They think that
these costs should be funded in some other manner that does not impact the rates OMF
bureaus charge their customers.
 Customers interviewed said that they did not understand why there has been an
increase in staff in the CAO’s Office and Business Operations. However when presented
with an extensive list of financial and administrative services provided by the CAO and
Business Operations, customers said they were aware that the CAO’s Office and Business
Operations provides these services. The question about staffing levels persist even
though the CAO does develop annual work plans and reports to Council on the status of
the work plan three times annually. However, there are no regularly reported efficiency
or workload measures reported to customers at the time of this Focused Review.
 Business Operations staff performs many human resources related functions for the OMF
bureaus. The City has chosen to delegate human resources activities such as EEO and
Affirmative Action reporting, administration of family leave, and monitoring, processing
and filing a wide variety of employee human resources paperwork to the bureaus.
Decentralizing human resources activities would make it more difficult to ensure that
legally mandated processes and procedures are being carried out.
 There is a common perception that OMF bureau rates are too complicated. However, it
should be noted that the rate models grew out of the desire to develop rates that allow
customers to understand what services they are buying with the rates that are charged.

0.4

Recommendations

Recommendation # 1 – Clarify Customer/Partner Relationship Responsibilities, Goals and Service
Expectations
To date the roles, responsibilities, and service expectations of Business Operations’
customers and Business Operations have not been clearly defined and commonly
understood. In the interest of attaining cost savings, the role of internal customers should
be different than customers outside of the City organization. Internal customers are
recipients of outputs of service providers but they also are participants in many processes
and can impact the efficiency of the overall business process. Internal customers need
to be partners with service providers to ensure City resources are used in an efficient and
effective manner.
Business Operations needs to expand the concept of developing Service Level
Agreements planned for 2006 to include establishing partnership agreements with
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customers. The customers and Business Operations need to agree on roles,
responsibilities, goals, and service level expectations that are realistic given the current
financial status of the City. The expectations set forth in the Service Level Agreements
should also be aligned with the goal of increasing efficiency from a citywide perspective
and the overall mission of OMF.
Recommendation # 2 - Organize OMF Business Operations Functionally and Standardize
Processing Services
Currently OMF Business Operations financial and administrative support services are
organized in two sections, one for General Fund Bureaus and one for Internal Service
Fund Bureaus. Within the Internal Services Fund section, staff is arranged in teams that
support one or more bureaus/divisions for all financial and administrative functions with
the exception of some sharing of workload among the teams that support Facilities,
CityFleet, Printing and Distribution and Risk. This structure is a historical hold over from the
days when teams of support staff where located within the Bureau of General Services
(BGS) divisions they served. The goal of the BGS decentralized business support
organizational structure was to provide a high level of customer service to each division.
Since staff is organized by customer group, functions (such as timekeeping or accounts
payable) are fragmented among several staff. While this organizational structure allows
staff to gain specialized knowledge in specific business areas, it does not take
advantage of the economies of scale and promote the sharing of best practices that
could be realized by a centralized service organization.
In addition to fragmenting processing duties among several staff, service delivery
processes are not standard among the financial support teams. Some business
processes have been modified to meet customer requirements and the skills and
preferences of Business Operations staff. Not all OMF bureaus take advantage of all the
administrative services provided by Business Operations. Non-standard accounting
processes can create confusion, are typically less efficient than standard processes and
also present a financial controls risk to the organization.
To take advantage of economies of scale, Business Operations should consider
organizing business support staff by function (such as timekeeping, accounts payable,
billing, etc.) rather than by customer group. The financial analysts should also be
organized in a group to promote cross-training and sharing of knowledge. However
within the group, analysts should be identified as the primary contact persons and
subject matter experts for specific OMF customer bureau or group of bureaus to provide
a higher level of customer service than a generalist could provide.
The functions carried out by Business Operations have evolved over time and should
continue to focus on consolidating general business support services and not necessarily
specialized functions that apply to only one OMF bureau. The CAO and Business
Operations improving the alignment of the organization by relocating the Utility
Customer Service Audits, Purchasing System Support and Health Fund Analysis to more
appropriate organizations. In addition to relocating these functions, it would be
consistent with the current organizational theory of the OMF organization to relocate the
Spectator Facilities analyst from the Facilities Division of the Bureau of General Services to
the Business Operations analyst group. We also recommend that administration of
human resources functions such as EEO and AA reporting, administration of family leave,
and processing and filing of human resources paperwork should be assigned to human
resources specialists in the Bureau of Human Resources. We recognize that delegating
these human resources functions to the bureaus is a city-wide policy and somewhat
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beyond the scope of this focused review. However, we feel the need to point out the
importance of providing adequate oversight for human resources functions to ensure
policy and procedures are properly carried out to manage the inherent legal risk of
these processes.
To maximize the benefits of consolidation, Business Operations should analyze, improve
and standardize processes. Processes can be improved in the short-term by taking
advantage of best practices and addressing many of the process inefficiencies
identified in the findings in Section 4.0 Internal Assessment and process flows found in
Appendix B of this report. The new, improved standard processes should be fully
documented to promote consistency, serve as a training tool, and reduce the risk of
losing organizational knowledge.
In the longer term, effective use of new technology and taking a creative look at how
OMF bureaus can further standardize business processes will be the key to gaining
continuous improvements in process efficiency.
With process standardization, there is potential for decreasing customer service levels.
The trade-offs between service levels and cost need to be carefully assessed and
realistically defined in this period of declining revenue. There needs to be a reporting
structure that creates accountability for each function and monitors services levels and
costs.
Recommendation #3 – Leverage Technology to Increase the Efficiency and Effectiveness of
Business Support Processes.
Business Operations’ efficiency is severely hampered by outdated technology that drives
duplicative data entry, manual manipulation of data, and manual movement of
workflow. The most significant technology shortfalls observed related to the IBIS system,
the lack of integration between IBIS and the bureau work order systems and billing
systems, and the limited flexibility in reporting capabilities.
Even with these technology shortcomings there are still opportunities for better utilizing
available technology. Some OMF customers that provide inputs to Business Operations
processes do not want to use the technology tools that are currently available. In other
cases, Business Operations staff could be trained to make better use desktop tools to
move and manipulate data more efficiently.
The business processes in Business Operations have room for improvement in several
areas which are detailed in the findings in the Internal Assessment in Section 4.0 of this
report and noted in the Swim lane process flows found in Appendix B.
The solution to these issues includes actions that can be addressed in the short and longterm.
Short-term
Once service level agreements and efficiency goals have been set by implementing
Recommendation #1, OMF customers and Business Operations should redesign business
processes to leverage available technology to improve overall process efficiency and
also meet customers service requirements.
Assess customer management reporting and analysis needs. Determine how/if these
needs might be met cost effectively in the short-term. It is likely that in many cases, it will
not make sense to make major investments to improve reports using the tools currently
available if the issue will be resolved with the implementation of Enterprise Business
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System (EBS) in 2006. If it is impractical to solve reporting issues with current technologies,
the improved reporting requirements should be rolled into the EBS effort.
Increase the sharing of the technology expertise among Business Operations staff. Staff
would benefit from sharpening their skills on Microsoft Excel and Access. Process flow
software (such as Microsoft Visio) would also be useful in process improvement efforts.
Long-term
Business Operations should continue to actively participate in the planning and
implementation of the new Enterprise Business System (EBS) replacement project. The
business process flows presented in Appendix B of this report can be used as a starting
point for current process documentation. Business processes should be analyzed and
streamlined before they are automated in the EBS. Develop EBS process and reporting
requirements to enhance process efficiencies and better meet management reporting
needs.
Recommendation # 4 - Continue with Efforts Underway to Improve Performance Reporting
The City of Portland is experiencing an extended period of declining revenues, making
organizational performance and efficiency a key concern for Council and Bureau
leadership. Performance indicators that demonstrate the efficiency and effectiveness of
organizations are important tools for justifying resource allocations and comparing the
cost and benefit of initiatives the City undertakes. The External Assessment conducted as
part of this Focused Review revealed that stakeholders do desire better performance
reporting from the CAO’s Office and Business Operations, with particular interest in
workload and efficiency measures.
Currently the CAO’s Office develops an OMF annual work plan and reports to Council on
progress three times per year. The work plan includes a list of strategic initiatives and
goals that OMF plans to embark upon each year. Progress reports discuss outcomes and
actual progress on initiatives relative to planned completion dates. The progress reports
do not typically include a discussion of the workload generated for the CAO’s Office or
cost of the initiative relative to the benefits gained. The current status reports may not be
sufficient for Council to fully understand the workload and cost associated with the work
plan that is approved by Council. This seems evident since the senior staff persons
assigned to some of the long-term initiatives in the work plan are funded with one-time
funds.
Business Operations does not currently have performance measures that are reported to
stakeholders regularly. Performance measures were developed as part of the Strategic
Plan update in 4th quarter 2005.
It is recommended that the CAO enhances the work plan status reports to Council to
include some workload, efficiency and cost benefit measures. We acknowledge that it
may not be easy to quantify the CAO’s Office workload and the cost and benefit of
initiatives. We also recognize that cost benefit is not always the primary driver of
embarking on a project. Some projects must be done regardless of the cost. However,
the CAO should strive to develop some form of workload, cost benefit and efficiency
measures to include in their status reports to help Council make informed resource
allocation decisions.
Business Operations is in the process of developing various tools that should provide
better insight into organizational performance. With the update of the strategic plan
that was accomplished as part of this Focused Review, Business Operations has
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developed an initial set of performance measures. In 2006, Business Operations intends
to develop service level agreements with its OMF customers. We suggest that both of
these performance reporting tools should include a well balanced mix of measures that
report on efficiency, effectives, and timeliness. Specifically, we recommend that Business
Operations staff in all functions implement some practical form of time tracking that
identifies where staffing resources are being expended, allowing workload and
productivity to be measured and the cost and benefit of activities to be evaluated for all
functions.
Performance measures should also become a tool used in daily management rather
than statistics that are compiled just to be included in the budget. Using measures to
manage daily work will ensure staff efforts are aligned and continuous improvement is
encouraged and the results are documented.
Recommendation # 5 - Centralize Coordination of Business Operations Projects and Analysis
Requests
Business Operations staff possesses an array of technic al and management expertise
that is accessed by OMF bureaus and others to solve problems, answer questions, and
support special project. These activities need to be coordinated with ongoing activities
performed by Business Operations staff such as administration of EEO and Affirmative
Action programs and maintaining the OMF website and communication programs and
many more activities. The External Assessment revealed that customers are pleased with
the quality of work provided by Business Operations, but indicated that there are some
instances when information requests are misplaced or project status is not
communicated. Customers that are not familiar with all the skills and responsibilities of
Business Operations staff said they were unsure of where to go to when they require
assistance.
The Internal Assessment interviews and observations revealed that Business Operations
staff must constantly juggle priorities to meet service requests coming from OMF bureaus,
the CAO, Mayor’s Office, Council, and others. Staff is committed to providing exemplary
service and seems overwhelmed at times. Currently, requests typically are directed to
individuals that informally determine priorities with their supervisors.
Special projects, information requests and information that results from these requests are
managed by individual analysts. Each individual has their own methods of keeping track
of status, priorities, and communicating with customers. Once projects or analyses are
completed information is typically stored in staff member files. The decentralized
management of projects and information produced makes it difficult to see the “big
picture” of the status of analysis and projects underway, and what analyses and
information is already available. There seems to be potential for duplication of effort and
a risk of losing valuable information.
It is recommended that Business Operations should centrally coordinate analysis/project
workload, priorities, and information. The purpose of centralized analysis/project
management is to ensure that priorities are aligned, workload is effectively distributed,
analysis/projects and report status is known, and completed analysis/information is easily
accessible to all of Business Operations staff.
Recommendation # 6 – Continue Efforts Underway to Unify the Office of Management and
Finance
The OMF has been evolving for five years, and continues to change as new opportunities
for consolidating administrative services are identified. OMF has been successful in
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realizing substantial cost savings upon formation, and has consistently implemented
improvements to reduce costs every year since inception. The CAO and Business
Operations have been the driving force of developing standardized financial and
administrative policy and processes. But there is still much work to be done to build a
culture of collaboration among OMF bureaus that will promote continuous improvement
from a citywide perspective.
As mentioned in several areas of the Focused Review report, the concept of
consolidation, collaboration and standardization are contrary to the culture of the City of
Portland’s commission form of government. In a commission form of government,
bureaus are accountable to specific commissioners rather than being accountable to a
city manager who oversees all government functions. The segmented accountability
tends to encourage bureaus to operate independently and develop customized
solutions for their operational needs. Losing independence and customization for the
sake of cost savings and consistency is not easily accepted although necessary in order
to survive in a period of declining revenues.
Changing an organization’s culture is never an easy task. Cultural change takes time,
effort, and persistence. In theory, we would like to see all those affected by a proposed
cultural change to see the business reasons behind it and voluntarily support the change.
But in reality, implementing dramatic cultural change typically requires leadership
directives supporting the change, incentives and rewards for those that support the
desired change, and consequences for those who oppose leadership directives.
Some directives in the form of OMF policies have already been developed. These
policies need to continue to be developed, and supplemented with OMF
bureau/division performance expectations defined by the CAO. The CAO should
require and reward OMF bureaus for taking a proactive role in seeking out opportunities
for sharing resources and standardizing processes and practices to improve the
efficiency and effectiveness of administrative service delivery to City. Only when OMF
bureaus share responsibility for developing a culture of collaboration will the necessary
changes take place.

0.5

Options for Distributing Costs

Four options for funding these functions were identified for consideration:
 Option 1: Continuing with the current method (status quo),
 Option 2: Directly budgeting assigned staff in functions served and allocating the
remainder as part of the City overhead,
 Option 3: Allocating both the CAO and Business Operations as part of the City
overhead, and
 Option 4: Hourly billing for services.
Based on this summary-level review, the consultant team recommends transition to Funding
Option #3, with the following steps to be considered:
 Adopt a modified approach to funding Business Operations and the CAO based on
directly allocating General Fund discretionary resources to the Business Operations’
functions that support OMF’s General Fund bureaus, eliminating the need for intrabureau billing. Services provided to the internal service funds would still be allocated,
but potentially using more general overhead-type metrics.
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 Within the City Overhead Model, allocate the City-wide project costs as a separate cost
pool to be borne by all City functions rather than just OMF Bureaus/Funds. One option
might be to allocate these costs similar to the City Council-related costs.
 Consider the use of an offline budget for Business Operations or use of a “contra
expense” concept to recognize interfund revenues and eliminate the double budgeting
inherent to the current system. Note that this change will only impact the double
budgeting of Business Operations within OMF, not the similar effect that the City
Overhead Model creates by allocating budgeted support costs to operating
departments.
While creating a new allocation was outside the scope of this task, there should not be
significant effort required to modify the City Overhead Model to accommodate additional cost
pools. In selecting allocation factors and making related adjustments, candidates should be
evaluated based on ease of maintenance, stability, and relationship to service or benefit, as
discussed in greater depth in the 2004 Overhead Model Review Final Report.

0.6

Finalizing the Strategic Plan

As part of the Focused Review effort, the leadership of Business Operations Division undertook to
update and complete the Division’s strategic plan, begun in 2004. None of the Focused Review
findings were at odds with the overall strategic directions outlined in the previously developed
Strategic Plan Draft. The review strengthened the Division’s belief that communication and ongoing education of key stakeholder groups remain essential to the implementation of the
Division’s mission and values. The review also highlighted the need for clear and meaningful
performance measures and the Strategic Plan, as approved, contains those that are central to
the achievement of the Plan’s strategic directions and the on-going implementation of the
Division’s core mission and values. The updated Business Operations Strategic Plan appears in
appendix E of this report.
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1.0

Focused Review Purpose and Background

1.1

Purpose

For many years, the City of Portland has been actively seeking ways to improve efficiency and
reduce costs. One of the many initiatives intended to serve this goal was the formation of the
Office of Management and Finance (OMF) was formed to consolidate administrative service
functions in 2000. The overriding goal of this new organization was, “Realizing significant
efficiencies, future cost containment, and the provision of reliable services… with a clearer line
of staff accountability,” to quote Mayor Katz’s April 21, 2000 letter to City Bureau Managers. The
OMF was formed under the leadership of the Chief Administrative Officer. To build on the
concept of consolidation to gain efficiencies, OMF Business Operations was formed to
consolidate financial and administrative support provided to OMF bureaus.
The current organizational structure of OMF appears below.

The City is continuing with consolidation for the sake of cost efficiency and will be adding a new
Bureau of Revenue very shortly which will add significantly to Business Operations’ workload.
In addition to making organizational changes intended for achieving efficiencies, the Office of
Management and Finance (OMF) has also undertaken a program of “Focused Reviews” of OMF
bureaus to gather additional input for how the OMF can deliver effective services as efficiently
as possible. For this study, SMG/Columbia Consulting Group in collaboration with Financial
Consulting Solutions Group and George Austin Associates were contracted to conduct a
Focused Review of the CAO’s Office and OMF Business Operations (highlighted in the above
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organizational chart). The focused review scope of work set forth by the City includes three
major components:
1. An organizational review that includes recommendations for improvement based on an
assessment of customer and stakeholder perceptions, an internal organizational review,
and a benchmarking study.
2. Recommendation options for funding the CAO’s Office and Business Operations.
3. Assist in updating the Business Operations strategic plan.

1.2

Background Information

The Focused Review scope of work included a review of the CAO’s Office and Business
Operations business units.
The CAO’s Office manages the Office of Management and Finance. OMF is responsible for
implementing Council policies by providing a growing array of support services to help bureaus
efficiently and effectively deliver direct services to the public. The CAO is also the focal point for
citywide policies and projects. The CAO’s Office staffing in addition to the CAO includes 1.6 full
time equivalent employees that manage special projects of citywide concern, 1 full time
administrative assistant, and a .5 full time equivalent employee that oversees and analyzes the
health fund.
Business Operations provides support services to the CAO and other OMF bureaus. Business
Operations was created to consolidate financial and administrative support services to gain
economies of scale, lead projects and initiatives that involve all OMF bureaus, and support the
CAO. Examples of OMF projects and initiatives include developing the OMF strategic plan,
budgets and policies. There are currently 24.22 full time equivalent employees staffing Business
Operations (including the senior manager). Historically, some Business Operations positions were
financial and administrative support positions that were part of the OMF internal service fund
bureaus.
Exhibit 1 B on the following page illustrates the relationships between the CAO’s Office, Business
Operations, other OMF bureaus, and all other City bureaus. Exhibit 1.C displays the Business
Operations organizational structure.
OMF and Business Operations were created to gain efficiencies and cost savings from
economies of scale, standardization and consolidation. These concepts of consolidation are
contrary to the individualist culture of the City of Portland that has developed from the
commission form of government. In a commission form of government, bureaus are
accountable to specific commissioners rather than being accountable to a city manager that
oversees all government functions. The segmented accountability tends to encourage bureaus
to operate independently and develop customized solutions for their operational needs. Losing
independence and customization for the sake of cost savings is not generally easily accepted
although necessary if cost savings are the focus of the organization.
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Exhibit 1.B

Office of Management and Finance Relationships
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Exhibit 1.C

Business Operations Organization Chart
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2.0

Methodology

In this section the methodology used in the Focused Review of the CAO’s Office and Business
Operations is briefly described.

2.1

External Assessment

The External Assessment began with a review of the customer assessments done as part of the
strategic planning process a couple of years ago. Interviews with the project Advisory
Committee and CAO’s Office and Business Operations Management were conducted to shape
the structured interview guides for the major customers, identified as OMF bureaus and City Hall.
Interviews were conducted with these major customers and findings summarized in Section 3.0
External Assessment of this report. The list of people interviewed and the interview guides can be
found in Appendix A.

2.2

Internal Assessment

The Internal Assessment began with a review of relevant documentation. A list of documents
reviewed can be found in Appendix A. A structured interview guide was developed and then
one or more interviews were conducted with all staff in the CAO’s Office and Business
Operations to gather relevant organizational and business process information. Findings were
summarized in Section 4.0 Internal Assessment of this report and the major business processes
were documented and analyzed. The business process documentation can be found in
Appendix B.

2.3

Benchmarking Study

The cities of Austin, Cincinnati, Charlotte, Denver, and Seattle were initially identified as potential
benchmarking cities. To narrow the number of comparable cities to three cities, some
preliminary survey work was conducted to gather information on how each city was organized
and how each handled the administrative functions for similar services supported by Business
Operations. After discussing the preliminary work with the Senior Business Operations Manager,
Austin, Denver, and Seattle were selected as the three cities. For each city, more detailed
information was collected using phone interviews and available data from each city’s web site.
Responsibilities for Business Operations staff were based on the staff interviews. Because of the
diverse functions and services supported by Business Operations, many calls were made to
different departments in each city to identify and follow-up on what staff in each city performed
the types of services provided by Business Operations. In several cases, a number of the staff
contacted in the three cities did not respond to the consultant team with the information
requested, and consequently, some data may not be available in our analysis.
Because none of the cities were organized like Portland, staffing comparisons among the cities
are based on the number of staff needed to provide similar functions that are performed by
Business Operations. In addition, a number of staff positions in Business Operations and the Chief
Administrative Officer’s Office are so specific that finding comparable positions in the other cities
was not always possible and could only be generally addressed.
The benchmarking study results are summarized in Section 5.0 Benchmarking Study of this report.
The supporting data can be found in Appendix C.

2.4

Development of Recommendations

The findings from the External and Internal Assessments and the Benchmarking Study were
analyzed to develop draft recommendations for suggested organizational improvements. These
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draft recommendations were reviewed with the Project Advisory Committee and staff and
management of the CAO’s Office and Business Operations. SMG received some feedback in
this process and incorporated those ideas into the recommendations presented in this report.

2.5

Options for Distributing Costs

FCS Group reviewed the current funding method, identified options, and developed
recommendations for funding the Chief Administrative Officer’s (CAO) Office and Business
Operations. Specific evaluation criteria were identified by the City. The evaluation criteria
included: equity, revenue sufficiency and stability, ease of understanding, and effect on double
budgeting. To develop the funding options, the consultant team built on information that FCS
Group developed for the 2004 Overhead Model Review. Potential alternatives were identified
and the pros, cons, and impacts as they relate to the criteria established above were
documented, resulting in the observations and recommendations summarized in a technical
memorandum included as Appendix D.

2.6

Finalizing the Strategic Plan

As part of this Focused Review, the findings of the External Assessment, Internal Assessment and
Benchmarking Study were used to update the Business Operations Strategic Plan. The strategic
plan includes mission and values statements, Strengths, Weaknesses, Opportunities, and
Challenges (SWOC) Analysis, an action plan, and performance measures. The outputs of this
effort are found in Appendix E of this report.
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3.0

External Assessment:

The external assessment is based on the interviews with the Directors of the Office of
Management and Finance (OMF) bureaus, representatives from the Mayor’s office, and
Councilmember support staff. A list of persons interviewed for this study is shown in Appendix A
of this report.
The two primary customer groups identified for the CAO and Business Operations are City Hall
(the Council and Mayor) and the OMF bureaus. The CAO also services all city bureaus in
citywide efforts but this customer group was beyond the scope of this study.
Our observations and findings related to customer feedback are summarized in this section of
the report.

3.1

Observations and Findings:

It is important to note that the findings from the External Assessment are based on customer
interviews that provide insight into customer perceptions. Customer perceptions are opinions
that may not always be based on fact. It is valuable to determine where customers’
perceptions diverge from factual evidence to determine where there might be disconnects in
communication and/or understanding of roles, responsibilities, goals and service expectations.
In this section, we will attempt to provide adequate context in situations where customer
perceptions conflict with findings from the Internal Assessment of the CAO’s Office and Business
Operations.
OMF Bureau Financial and Administrative Support Services
 The definition and role of “OMF customers” varies significantly among directors and
managers of OMF bureaus and divisions. Some OMF customers believe that Business
Operations should operate much like any vendor of services and strive to meet every
need. Others believe that there should be a partnership between the customer and
Business Operations (the service provider). In a partnership customer and service
provider work together to improve efficiency and effectiveness for the common good of
the City.
 Most OMF bureaus value the budget and rates support services provided by Business
Operations. Most said that financial work was accurate and timely and the analysts
provide good information for making business decisions.
 While most OMF customers are satisfied with the financial and administrative support they
receive, they also think that business operations could be more efficient and innovative.
The Internal Assessment revealed that while there is room for improved efficiency and
innovation in services provided by Business Operations, OMF customer service requests
sometime produce inefficiencies or prevent Business Operations from implementing
improvements. Some customers prefer manual processes when automated solutions are
available and customers can be resistant to change.
 Most, but not all, customers think that consolidating financially related services in Business
Operations is not any more efficient than having decentralized staff in each bureau.
Customers perceive that nothing has changed in how services are delivered, they just
changed the location of staff. Some customers in remote locations think that the
physical separation negatively impacts communication and efficiency.
The Internal Assessment revealed that centralizing support services in Business Operations
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is in fact more efficient than the prior decentralized model. Since consolidation, service
volume has increased and financial and administrative support staff has decreased by
two full time equivalent employees, or about 10%.
 Most OMF bureaus are satisfied with the management reporting and ad hoc analysis
provided by Business Operations. However, some customers have some specific
information needs that are not currently being met. Examples of unmet information
needs mentioned in the interviews included:
o

Facilities project managers need timely project budget variance reports.
Facilities project managers maintain their own project budget information on
Excel spreadsheets because project cost information from the IBIS financial
system is at least 1 month old.

o

Purchasing would like to monitor their budget in greater detail. Purchasing has
created its own method monitoring the budget in a more detailed way than is
currently provided by Business Operations.

In the Internal Assessment we learned that some improvements to current reporting have
not been addressed because the Enterprise Business System (EBS) replacement project
underway. In some cases it would be impractical to spend significant resources on
improving processes and reporting that involve the IBIS system if it will soon be replaced
with more robust and flexible technology.
 Interviews with OMF bureaus revealed that some customers would like to receive more
proactive analysis reports, some customer want fewer. It appears that financial
information needs and management styles vary among OMF bureaus and change over
time.
 There was an instance mentioned where a bureau director’s information requests was
not fulfilled. Another anecdote recounted a situation where the customer had an
information request and he was referred to several different staff before he found the
right person for the task. If these instances are indicative of common practices, it would
suggest that a process for designating and tracking task responsibility is called for.
Special Projects, Analysis and Other Services
 The Mayor’s Office is very satisfied with the services they receive from the CAO and
Business Operations. The Mayor’s office said the CAO and Business Operations are very
responsive and provide high quality analysis and support.
 OMF customers think that the CAO’s Office and Business Operations staff is skilled at
managing citywide projects.
 Customers value the health fund analysis services provided by the CAO’s Office.
 The Mayor’s Office said that Business Operations should “push back” if they are asking for
studies that are too costly to conduct. It seems that Business Operations typically
responds to all City Hall requests, with one exception noted. The exception was a
request to develop the City budget by neighborhood. Business Operations suggested
the study would be too costly and difficult to undertake.
 OMF Bureau customers have a mixed review of the CAO serving as the primary liaison
with City Hall for OMF and citywide projects. The Mayor’s Office and some OMF directors
think this is an effective means of communicating. Other OMF directors think that their
message could get communicated inaccurately if they do not deliver the message
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themselves. Some OMF directors think that communication with City Hall is too tightly
controlled by the CAO.
 Most customers are aware of the array of services provided by the CAO and Business
Operations that go beyond the basic financial and administrative support functions that
include: timekeeping, billing for internal service fund bureaus, general accounting
support, budgeting, capital planning, financial planning, and financial analysis. Some
customers question as to whether all these activities are necessary.
To demonstrate the scope of “services beyond the basic financial and administrative
support functions,” we have listed examples of a number of ongoing services are
performed by the CAO’s Office and Business Operations below. It is important to note
that several of these services are mandated.
o
o
o
o
o
o
o
o
o

o
o
o

Affirmative Action reporting
Budget reporting
Budget preparation
Bureau Innovation Plan support
for projects 4-14
CAO support
Citywide efforts and projects
Commissioners budgets
Coordinate with Human
Resources for OMF
Coordinate the Request for
Proposal Process for OMF
bureaus
Create and maintain OMF policy
Customer concerns and
complaint
Daily back-up support

o
o
o
o
o
o
o
o
o
o
o
o

Develop 5 year financial plans for
OMF
Develop the consolidated capital
improvement plan
EEO reporting
Family Leave Act administration
Internship program administration
Internal communications
Represent the CAO at meetings
Special projects
Support new Elected Official
transition
Sustainable paper policy reporting
OMF web management
Processing Council items

 Customers do see the need for the citywide projects that are supported by staff in the
CAO’s Office and sometimes Business Operations. However, most OMF bureaus do not
like being allocated the costs for citywide services that they do not perceive are of
direct benefit to them. OMF bureaus question the amounts of the allocations primarily
because of the cost impact on the rates they must in turn charge their customer
bureaus. OMF bureaus must constantly justify the value of services provided for rates
charged to their customers.
 Most customers have the perception that there are too many staff in the CAO and
Business Operations Offices. This perception is based on customers’ observations that the
number of staff in the CAO’s Office/Business Operations has grown. Customers do know
that administrative functions continue to be consolidated into Business Operations, but
they do not have any statistical information about trends in work volume, workload or
staff productivity to evaluate if the staffing increases are warranted.
The Concept of Creating an Office of Management and Finance
 Most OMF directors do not think that efficiency has improved by creating OMF. Some
think efficiency has possibly decreased by adding an additiona l layer between the
bureau heads and Council. Directors believe that each bureau still operates in the same
manner as before.
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The Internal Assessment revealed that many operational changes have been made
since the formation of OMF with the most measurable change being the significant cost
savings that have been realized since it has been formed. The CAO’s Office and
Business Operations have established consistent policies and gained economies of scale
in many financial and administrative functions.
 Some OMF directors feel they have less control over their budget by being part of OMF.
The directors think they have less control because their budget is compiled into the
overall OMF budget and, in that consolidation, changes can be made.
 Some directors do not like having addition overhead costs of the CAO and Business
Operations that they cannot control allocated to their budgets.
 OMF directors perceive that the CAO is very focused on serving City Hall, which they
believe is an important service provided by the CAO. OMF directors think that insufficient
effort has been spent on developing the OMF leadership team.
In the Internal Assessment it did appear that City Hall does generate significant workload
for the CAO. The CAO has also made some efforts tot develop the OMF leadership
team. It also appears that the OMF bureaus do not actively seek out opportunities to
collaborate or are proactive in participating in leadership team development.
Rates
 Most OMF directors think the rates for their own bureau’s services are too complicated.
At the same time, directors strive to develop rates that demonstrate value for the cost of
services provided customers.
 Some OMF directors think that it gets very confusing when OMF bureaus bill each other
and that the City spends too much time figuring out how to allocate costs. They
questioned whether there are less complicated ways to create accountability.
 Some OMF directors have concerns over the CAO/Business Operations overhead
allocation methodology. They believe there needs to be more data to support the
allocation calculations.
 OMF Directors do not like including the costs of citywide services in the rates they must
charge their customers. Some questioned whether these functions should be funded by
some other means.
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4.0

Internal Assessment

The internal assessment is based on a review of relevant documentation provided to SMG by
Business Operations and interviews with all staff from the CAO’s Office and Business Operations.
The OMF organizational chart is shown in Exhibit 4.A below. A list of documents reviewed and
persons interviewed appears in Appendix A of this report. From these interviews, “Swim Lane”
process flows were developed to analyze the major financial and administrative processes. The
process flows are shown in Appendix B of this report.
In this section the basic functions of the CAO’s Office and Business Operations are described
and followed by observations and findings from SMG’s internal assessment.

4.1

Chief Administrative Officer’s (CAO) Office

4.1.1

CAO’s Office Basic Functions:

 The CAO provides executive leadership for the Office of Management and Finance. The
CAO is the single contact point for Council and the Mayor for OMF. OMF was formed to
improve efficiency and accountability for internal service bureaus.
 The CAO is also a focal point for citywide policy and projects.
 CAO’s Office consists of the CAO, an administrative assistant, analyst for the Health Fund,
and 1.6 policy analysts that manage citywide projects and staff various committee s.
Business Operations also provides significant support to the CAO’s office.
 In addition to assisting the CAO, the administrative assistant also assists with accounts
payable, human resources, and payroll processing for general fund OMF bureaus.
4.1.2

CAO’s Office Observations and Findings:

 Under the leadership of the CAO, the initial formation of OMF yielded $7 million in savings
in 2001-2002. OMF has continued to produce additional cost savings every subsequent
year that range from $700,000 to $1,000,000 per year.
 The CAO and supporting analysts are valuable to adding stability to the City
organization, particularly as City Hall leadership changes. The CAO’s special project staff
is financed with one time funds – indicating that the major projects they work on will go
away. This does not seem to be realistic, since there will always be new citywide
initiatives and the Mayor and Council require significant analytical support.
 The policy analysts in the CAO’s office have extensive experience that allows them to
provide a wide variety of strategic services. The analysts have served on Independent
Review Committees, developed the strategic plan for consolidating human resources
functions citywide, led Bureau Innovation Projects and even stepped in as the Interim
Executive Director of the Portland Development Commission. It seems that there has
been a steady stream of tasks that require senior representation from the CAO’s Office.
 The CAO provides the Council with an annual work plan that describes major initiatives
that will be undertaken by OMF. Initiatives in the work plan are be managed by staff in
the CAO’s Office, Business Operations, or other OMF bureaus. The CAO provides two
status updates and an annual report to report progress on the work plan items. The 20052006 work plan included 15 initiatives. The status reports reviewed in this study did not
contain any efficiency measures.
 The CAO is well respected by CAO’s Office and Business Operations staff.
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 The CAO’s Office has been focused on serving City Hall. The CAO’s Office would like to
increase the focus on labor/management relations and customer participation in
Information Technology and Human Resources services.
 The Health Fund Administration and Policy Analyst function that reports to the CAO is a
highly specialized and critically important function. Currently, the models and
administrative oversight processes are complex and not well documented, which
presents a risk to the organization. Typically the analysis functions of this type reside in
either Human Resources or in Financial Services. We concur with OMF management
plans to relocate this position to The Bureau of Financial Services.
 The commission form of government encourages bureaus to operate in silos, which is
contradictory to what the CAO’s office and OMF is supposed to achieve. There is a very
strong individualist culture in the City that opposes efforts to promote consistency and
work collaboratively. It is very difficult to build a unified culture in OMF.

4.2 Business Operations
Business Operations provides financial and administrative services that support the CAO and the
OMF bureaus. The basic functions include:
 Two Business Operations sections that provide financial and administrative support to the
OMF bureaus.
 The Strategic Planning/Internal Systems/Special Projects Section that provides services
that include leading OMF-wide initiatives and supporting OMF and citywide projects.
Examples of OMF initiatives includes facilitating OMF’s strategic planning effort,
managing OMF policies, EEO/AA reporting, diversity development, coordinating with
Human Resources for OMF bureaus and assisting OMF bureaus with internal projects and
analysis studies. Examples of citywide projects include staffing Bureau Innovation
Projects and providing citywide communications support to the Enterprise Business
System (EBS) replacement project.
 The Utility Customer Service Auditor provides on-going oversight and monitoring of
systems and processes which result in changes to financial and other information related
to water/sewer customer accounts.
 The Public Relations and Information Officer is funded by OMF, the Portland Office of
Emergency Management, and the Portland Department of Transportation. The role is to
manage media relations and communications programs for the bureaus that fund the
position.
In the following sections we provide a brief overview of the functions, followed by observations
and findings from our internal review.
4.2.1

Internal Service and General Fund Business Operations Support for OMF Bureaus

4.2.1.1 Basic Functions
Business Operations basic support services include: budget development, budget monitoring,
financial policy development, capital improvement planning, long range financial planning,
rates development and billing (for internal service fund bureaus), accounts payable, human
resources administration and timekeeping. These units also provide management reporting and
ad hoc analysis services. This function is organized in two business units:
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 General Fund Business Operations – is staffed with 4.5 full time equivalent employees led
by one manager. In addition to providing financial and administrative support services
for general fund OMF bureaus, this section also provides:
o

Ad hoc financial and policy analysis for the CAO and Business Operations
Manager.

o

Front desk reception .

o

Purchasing business analyst support. (This support to Purchasing will only remain in
Business Operations until the retirement of the Business Systems analyst in several
months. At that time BTS will provide technical support services.)

o

Administration of a wide variety of mandated programs such as Family Leave,
Employer Equal Opportunity, Affirmative Action, diversity development and
sustainable paper programs.

o

Support for many internal operations functions such as processing human
resources paperwork, facilitating the procurement process for OMF bureaus, and
assistance in developing and documenting policy.

 Internal Service Fund Business Operations – is staffed by 13.22 staff led by one manager.
Staff is organized into four teams by the customers they support that include:
(1) Bureau of Technology Services (BTS) – supported by 4 staff.
(2) Bureau of General Services Facilities – supported by 5.22 full time equivalent
employees.
(3) CityFleet – supported by 2 full time equivalent employees.
(4) Risk Management, Parking Facilities, and Printing and Distribution Divisions –
supported by 2 full time equivalent employees.
Workload is shared among the Facilities, CityFleet, and Risk/Parking and Printing and
Distribution teams for some processing functions. In addition to the standard OMF
bureau support services, this section also provides the following services:
o

Coordinate financial policy development for the OMF funds.

o

Coordinate the OMF budget process.

o

Manage and provide financial support for the Fire Facilities GO Bond
Construction Fund.

4.2.1.2 Business Operations Support General Findings and Observations:
 Staff feels that teamwork is effective in their work group.
 Staff appears to be committed and take pride in their work.
 There are plans to develop standard Business Operations Service Level Agreements in
2006.
 Consolidating business operations support has yielded efficiencies evidenced by the
elimination of two staff positions since the Division was formed. There are no
workload measurements available, however, it evident that that the number of
services provided has increased and work volume has also increased over time.
 Business Operations provides many administrative services that fulfill mandated
requirements such as Family Leave Act administration, EEO/Affirmative Action, and
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Sustainable Paper Policy reporting. Clearly these functions are more efficient when
performed in a consolidated effort for all OMF bureaus and divisions.
 Currently, the roles and responsibilities of Business Operations as a service provider
and OMF bureaus and divisions as “customers” are not defined and commonly
understood. The definition and role of “OMF customers” varies significantly among
directors and managers of OMF bureaus and divisions. Some OMF customers believe
that Business Operations should operate much like a vendor of services outside of the
City organization and strive to meet every need. Others believe that there should be
a partnership between the customer and Business Operations (the service provider).
In a partnership, customers and service providers can work together to improve
efficiency and effectiveness for the common good of the City. Ideally, Business
Operations will develop a win-win partnership with its customers when Service Level
Agreements (SLA) are developed as planned in 2006.
 Most of the financial support staff time is devoted to the budget process, (which in
includes rate development, CIP and the 5 year financial plan), accounts payable
and billing. The budget process now requires attention 10 months out of the year.
 There are no performance or workload measures in place. Performance measures
were developed as part of the strategic plan update conducted as part of this
Focused Review. Performance measures should be used as a tool to communicate
value for services provided to customers and stakeholders and support continuous
improvement.
 All teams produce standard accounts payable and budget monitoring reports for
customers. Customer interviews reveal that Business Operations needs to reassess
management and financial reporting needs. Some customers want more reporting,
other less, or something different. Some bureaus develop their own reports to meet
these needs, creating duplication of effort. (Purchasing does budget monitoring,
facilities does project budgets).
 IBIS is an outdated system that is not integrated with the billing systems, except for
uploads of billing information to the General Ledger, and does not readily support
analysis and reporting. There are no workflow automation tools currently available.
Paper documents are physically routed to gather signatures.
There is hope that many of shortcomings of the current technology in place will be
alleviated by the Enterprise Business System (EBS) replacement project is underway.
This project presents a major opportunity for Business Operations to acquire better
tools to facilitate more efficient processes. As of this writing, SMG has been informed
that there are plans to integrate the internal service fund work order systems with the
financial system, which should result in major efficiencies in the billing processes.
 Progress has been made in standardizing financial policies and processes. The teams
have worked to standardize financial policies, interagency service agreements,
capital plan preparation, and 5 year plan preparation. Staff have benefited from
working together to get familiar with the new BRASS budget system.
 The IBIS financial system, TARS timekeeping, and BRASS budget systems drive many
business processes, which standardizes the parts of financial processes that use these
systems.
 Accounting process desk procedures are not documented.
 Manual accounting processes and processes driven by bureau specific software are
not standardized. Progress in this area is slow since addressing financial
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management issues was deemed more important and the impending replacement
of IBIS system reduces the cost benefit making improvements in processes that will
change. There are several barriers to standardizing manual and bureau specific
processes, including:
o

The service provider/customer relationship has not yet been defined.

o

Each OMF internal service fund bureau uses different billing and work order
systems. Each internal service fund bureau uses different rate methodologies
and billing systems that are customized to each business and the services
provided. Each billing system also reflects the degree to which each
respective bureau is able and/or willing to invest in technology to support
billing. Each OMF bureau sends out bills separately.

o

In an effort to provide respond to customer needs, many processes are
tailored to customer wishes regardless of the impact on efficiency as
discussed above.

o

Staff is organized in teams that support a specific OMF customer bureau or
group of bureaus, similar to the original Bureau of General Services (BGS)
organizational structure that located financial and administrative support staff
in the BGS division that they served. The customer oriented organizational
structure fragments functions among many staff.

 Not all OMF customers receive the same services from Business Operations. For
example:
o

Business Operations does human resources paperwork for Financial Planning
in OMF Financial Services, but not for Accounting. BTS, CityFleet, Purchasing,
and Risk do their own new employee paperwork. Business Operations
coordinates and retains copies of new employee paperwork for other
bureaus.

o

Business Operations only does position control for BTS (keeping the HR system
and IBIS in synch with employee info). For some bureaus Business Operations
reviews and verifies timekeeping input, and for other bureaus Business
Operations inputs time from paper time cards.

o

BTS and CityFleet do their own matching of invoices to receipt documents.
Business Operations matches accounts payables documents for other
bureaus.

 Accounts payable documentation for Facilities, P&D, and General Fund bureaus are
filed in both Business Operations and in Central Accounting in Financial Services.
Other Business Operations support teams do not retain duplicative accounts payable
files.
 Business Operations retains human resources employee files that contain some
information that is duplicated in the Bureau of Human Resources. Each bureau is
responsible for many administrative duties related to human resources. As a result, it
is necessary for Business Operations (and all bureaus outside of OMF) to keep
information about employee anniversary dates, reviews, and pay rates on-hand for
use in processing human resources paperwork. The employee files in Human
Resources include less detailed records that are important for legal purposes.
 The City has chosen to delegate human resources activities such as EEO and
Affirmative Action reporting, administration of family leave, and monitoring,
processing and filing a wide variety of employee human resources paperwork to the
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bureaus. Decentralizing human resources activities would make it more difficult to
ensure that legally mandated processes and procedures are consistently followed.
 Since financial services have been consolidated in Business Operations, workload is
managed more effectively by having three accountants share responsibilities for
serving three Internal Services Bureaus.
 There could be more sharing of best practices and knowledge among teams. Some
processes are more or less automated as a result of the technical capabilities of the
individuals in each group. For instance, Business Operations staff supporting BTS is
skilled at programming in Microsoft Access, so they have built interfaces between
systems to eliminate some data entry. In the Printing and Distribution support group,
financial data from IBIS is received in hard copy reports, then is data entered into
Excel spreadsheets to prepare budget analysis and reporting.
Bureau of Technology Services Business Operations Observations and Findings:
 The BTS billing system is the most automated and integrated billing system available in
Business Operations. The Comm Net billing process could be more automated.
 The major efficiency issue for BTS support is that asset inventory data that feeds the
billing process is not accurate. Staff spends a significant amount of time between
billing periods responding to billing complaints. The inventory tracking issue has
existed for more than three years and has yet to be resolved. Staff believes that just
doing a physical inventory will not solve the problem, because BTS technical staff is
not held accountable for accurately completing the administrative inventory
management aspects of their jobs. Another similar data problem is that BTS staff is
regularly inconsistent in how they categorize services provided as services that are
covered by maintenance service contracts or services that are billable. This leads to
confusion with customers and requires the Business Operations staff to address issues
and make corrections if necessary.
 The billing system is based on a calendar year billing cycle. The BTS Support group
must manually bill customers once a year to coincide with the City’s 13 financial
periods.
 Staff must review a six inch stack of paper phone bills to identify, code and manually
enter miscellaneous charges into the billing system.
 Staff that supports BTS thinks that centralizing Business Operations was a good idea.
They believe that they are able to provide more objective analysis of business issues
by reporting through the Business Operations Organization.
Facilities Support Observations and Findings:
 Facilities project cost accounting information is not delivered to project managers in
a timely enough fashion to support project management. IBIS reports are available
one month after the close of the month. Project managers maintain their own Excel
project budget information. Facilities has no automated project accounting system.
Recent attempts by Business Operations to implement an automated solution have
not been supported by Facilities management.
 Facilities project managers enter time by project in non-standard project diaries and
also enter their time in total in the TARS system to support payroll. Business Operations
staff re-enter the project time data into another spreadsheet in Excel to support the
billing process. This is a new process requested by Facilities management that is
considered easier for the Facilities project managers. In the past, project managers
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were required to enter time by project in TARS which supported automated billing
and did not require the re-entry of detailed time information.
 Procurement card and expense data needs to be downloaded to an Excel
spreadsheet so that General Ledger account code data can be added to process
the payment in IBIS and work order number data can be added to post the
payments to the Facilities work order system. This process is extremely time
consuming.
 Data is be downloaded from IBIS, TARS (using Microsoft Access), and CARS to support
the budget process.
 IBIS project data is manually entered into Excel to determine soft costs on projects.
 Spectator Facilities has their own financial analyst that analyzes the financial impacts
of potential events, prepares budget, and processes receivables. Since this position
also provides budget preparation, oversight and other financial support services for
this business unit, it seems that this position should be part of Business Operations
Support Services.
CityFleet Support Observations and Findings:
 CityFleet Business Operations staff believes it would be more efficient to be physically
located at the CityFleet site.
 Expenses need to be data entered in IBIS for payment and in Excel by center code to
support billing.
 The billing process could be more automated. Information is summarized to cost
centers in Excel using pivot tables then pasted into a journal entry form to bill
customers in IBIS. Prior management at CityFleet did not invest in automating
processes. The current management supports automating processes but there is a
backlog of project to address.
Risk Management, Parking, and Printing and Distribution Support Observations and
Findings:
 The Printing and Distribution (P&D) budget is developed by data entering and
importing information from IBIS, billing system, and human resources in Excel.
 Hard copy timesheets are data entered in TARS by Business Operation staff. Paper
timesheets are used based on P&D management’s request.
General Fund Support Observations and Findings:
 Ad hoc analysis for the CAO and Business Operations Director take priority over
standard financial support functions.
 Sometimes standard management reports are not delivered unless the customer asks
for them.
 It is not uncommon for staff from Council and Mayor’s office to call an analyst with
an analysis request. Projects and information requests are not centrally received and
prioritized. Analysts develop personal relationships and reputation for being able to
find the information people want.
 There is no central repository for analysis performed.
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 Staff thinks that there should be better communication among staff that provides
analysis to various customers. It is possible to duplicate work if you did not know that
someone had already developed the information needed for a new project.
 The allocation model is complex and not currently documented.
 Purchasing maintains its own budget monitoring spreadsheets. They want to track
budgets in a very detailed way.
 The front desk and administrative staff work together well.

4.2.2

Strategic Planning/Internal Systems/Special Projects

4.2.2.1 Basic Functions:
 Special projects are the primary role of one staff person in Business Operations, and
miscellaneous administrative and coordination duties command a significant portion of
the workload of the two financial analysts and one management analyst that support
general fund agencies. Workload includes but is not limited to the examples below:
o
o
o
o
o

o
o
o

Processing Council items
Family Leave Act
administration
Create and maintain
OMF policy
Coordinate with Human
Resources for OMF
Coordinate the Request
for Proposal Process for
OMF bureaus
EEO reporting
Internship program
administration
Internal communications

o
o
o
o
o
o
o
o

OMF web management
Sustainable Paper Policy
reporting
CAO support
Special projects
Citywide efforts and
projects
Staff Bureau Innovation
projects
Support new elected
official transition
Respond to customer
concerns and complaint s

 There is also an additional .5 full time equivalent employee devoted to webmaster and
business analyst support to Purchasing.
4.2.2.2 Business Operations Strategic Planning/Internal Systems/Special Projects Observations
and Findings:
 Project or analysis requests often go directly to individuals in Business Operations.
Personal contacts and individual reputations for doing good work have encouraged this
practice.
 Similar to most organizations that support the needs of executive leadership, new issues
arise daily and priorities change quickly. It is important that staff priorities remain aligned
with each other and executive leadership priorities.
 Project work is not always tracked in formal work plans.
 Project and analysis that has been completed is not retained in a central repository.

Chief Administrative Officer’s Office and Business Operations Focused Review
SMG/Columbia Consulting Group

18

 Staff that work on projects believes that they need to team more and communicate
better. Staff believes that work might be duplicated because they do not know what
each other has done or is working on.
 Staff thinks that customers do not know what they do.
 Staff thinks that roles and responsibilities should be better defined to aid in distributing
workload.
 Staff time is not documented by project.
 The purchasing support person is a temporary position that will go away when the
individual retires in a few months. This position was created when BTS consolidated
technology services. BTS will provide support when the individual retires.

4.2.3

Utility Customer Service Audits

4.2.3.1 Basic Functions:
 The Utility Customer Service Auditor provides on-going oversight and monitoring of
systems and processes which result in changes to financial and other information related
to water/sewer customer accounts. This includes oversight, monitoring, and analysis of
work done by individual staff members as well as work groups, providing reports on the
result of this work, and making recommendations for change when appropriate.
 The auditor develops an annual work plan of audit activities and also provides
troubleshooting services as needed.
4.2.3.2 Utility Customer Service Audits Findings
 The position was created many years ago when there was concern over controls and
procedures in customer billing. The Business Operations Manager believes that this
degree of oversight is still necessary to ensure the integrity of the utility billing and
receivables systems and processes.
 This position will be relocated to the Revenue Bureau in the near future.

4.2.4

Public Relations and Information Officer (PIO)

4.2.4.1 Basic Functions:
 This position is funded by OMF, the Portland Office of Emergency Management, and the
Portland Department of Transportation. The role is to conduct media relations and public
communications programs for the bureaus that fund the position.
 The PIO plans, organizes, controls, integrates and evaluates public information, marketing
and public relations work for a variety of bureaus and city-wide issues. The PIO also
develops comprehensive external communication strategies and programs for citysignificant projects, services and issues.
4.2.4.2 Public Relations and Information Officer Observations and Findings:
 The role of the PIO in OMF does not appear to be clearly understood. There is
controversy over whether the position has citywide role.
 Time is not tracked. There are no performance measures in place.
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 Currently bureaus develop communication and public relations programs on an
individual bureau basis. Communications have the potential to work at cross-purposes
and damage or confuse the overall image of the city as a whole.
 A proposal to form a City PIO office written in March 2005 said that there are
approximately eight PIO managers or officers within the city, as well as several
employees working in different classes performing the duties of PIO. There are at least 18
people working in the field of public education, promotion, public relations and public
information throughout the various bureaus. New public relations positions have been
added in the Fall BMP and requested in the current budget. The proposal suggested a
centralized office of 4-5 PIOs to manage all City communication needs and that Police
and Fire should still have their own PIOs to respond to emergency situations.
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5.0

Benchmarking Study

5.1

Task Description and Background

As part of the Focused Review, the consultant team conducted a survey of three comparable
cities to compare organizational and staffing functions with those provided by The CAO and
Business Operations.
In collaboration with the Senior Business Operations Manager, Austin, Denver, and Seattle were
selected as the three cities for a benchmarking comparison. For each city, detailed
organizational information was collected using phone interviews and available data from each
city’s web site.
Because none of the cities were organized like Portland, staffing comparisons among the cities
are based on the number of staff needed to provide similar functions that are performed by
Business Operations. In addition, a number of staff positions in Business Operations and the Chief
Administrative Officer’s Office are so specific that finding comparable positions in the other cities
was not always possible and could only be generally addressed.

5.2

Benchmarking Survey Observations and Findings

The survey results are divided into two categories. The first category discusses organizational
differences, and the second category discusses staffing. The organizational comparisons are
important because they can determine how the support for the various functions is provided.
Appendix C of this report shows the organizational charts for the three cities and a matrix that
shows the staffing in each city for the comparable functions in Business Operations.
5.2.1

Organization

 None of the three cities have centralized all the same functions under a department like
OMF with a Business Operations unit, but Austin’s Finance and Administrative Services
Department is the closest to OMF’s organization because it includes budget, financial
services, purchasing, information technology, fleets, and facilities.
 In the three cities, the many functions included as part of OMF are either part of other
departments or are their own separate departments. For example, all three cities have
separate human resource departments. In Seattle and Denver, purchasing, information
technology, customer service audits, risk management, parking, fleet, and facilities are in
separate or other departments.
 All three cities locate the FMLA/EEO & affirmative action and Health Fund Administration
and Policy functions in the Human Resource department.
 Public Information is in a separate department in Austin and Denver, while in Seattle the
Mayor’s Office and several departments have public information officers.
 Utility Customer Service Audits are located in public works or utilities.
 In Austin, special projects are staffed in the City Manager’s Office, and in Denver and
Seattle, such staff are located in several departments.
5.2.2

Staffing

 For information technology, Business Operations has six staff compared to six and ten for
Denver and Seattle, respectively. Austin did not provide a response. Portland’s
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information technology budget is the highest of the three cities at $56.8 million, followed
by Seattle’s $40.0 million, Austin’s $39.6 million, and Denver’s $28.1 million.
 For facilities, Business Operations has 6.22 staff compared to two for Austin and Denver,
while Seattle has 18 for both facilities and fleet. Portland’s facilities budget is second
highest at $38.1 million compared to Seattle’s $44.6 million, Denver’s $15.7 million, and
Austin’s $6.6 million.
 For fleet, Business Operations has 1.98 staff compared to two for Austin and Denver, while
Seattle has 18 for both facilities and fleet. Portland’s fleet budget is second highest at
$40.1 million compared to Denver’s $53.1 million, Seattle’s $32 million, and Austin’s $26.9
million.
 For risk management, Business Operations has 1.8 staff that is shared with parking and
printing and distribution compared to one for Austin, six for Denver, and .3 for Seattle.
Portland’s risk management budget is much higher at $24.9 million compared to
Seattle’s $2.1 million, Denver’s $7.9 million, and Austin’s $1.3 million.
 For parking, Business Operations has 1.8 staff that is shared with risk management and
printing and distribution compared to four for Denver and .6 for Seattle. Austin did not
have a similar function. Portland’s parking budget is $11.7 million compared to Denver’s
$11.1 million and Seattle’s $7.2 million.
 For printing and distribution, Business Operations has 1.8 staff that is shared with risk
management and parking compared to three for Denver. Austin and Seattle did not
have a similar function. Portland’s printing and distribution budget is $7.6 million
compared to Denver’s $6.0 million.
 For human resources support, Business Operations has 1.5 staff that is shared with eight
other functions compared to two for Austin, one for Denver, and seven for Seattle.
Portland’s human resources budget is $6.1 million compared to Seattle’s $9.4 million,
Denver’s $2.4 million, and Austin’s $6.03 million.
 For purchasing support, Business Operations has 1.5 staff that is shared with eight other
functions compared to two for Austin, two for Denver, and .3 for Seattle. Portland’s
purchasing budget is $3.7 million compared to Seattle’s $3.0 million, Denver’s $1.5 million,
and Austin’s $4.7 million. Seattle’s is primarily to support contracting.
 For the FMLA/EEO/AA and diversity development functions, Business Operations has one
staff compared to one in Seattle and one in Denver. Seattle’s staff works only with
EEO/AA issues, and several other staff handle FMLA and catastrophic leave. Austin is
handled within HR but no specific staff is dedicated to the function.
 For the utility customer service audits function, Business Operations has one staff
compared to two for Seattle and one for Denver. Austin did not provide a response.
 For public information, Business Operations has one staff compared to one in Austin, one
in Denver, and three in Seattle. In the three cities, many of the departments have their
own public information officer.
 For health fund administration in the Chief Administrative Officer’s Office, there is .5 staff
compared to one in Austin, and one in Seattle. Denver did not have a comparable
position.
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5.3 Conclusions
 Compared to Portland, the three other cities are more decentralized and do not have
one large department with the same functions and staffing as OMF and Business
Operations.
 In the three cities, staff that support FMLA/EEO, Health Fund Administration, and Utility
Customer Service Audits are part of the business units responsible for those functions.
 Public information is in the Mayor’s Office in Seattle and Denver and in a separate
communications and public information unit in Austin. Several departments in all the
cities also have their own public information officer.
 Financial support staff is also part of the responsible business units in the three cities.
 The Business Operations staffing levels for the internal service fund functions are generally
on the low to middle end of the scale compared to the staffing levels in the three cities.
 The Business Operations staffing levels to support the General Fund bureaus are also on
the low end of the scale considering that the staff is shared in Portland and that there is
separate staff for each function in the other cities.
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6.0

Recommendations

In this section there are several recommendations that are based on the findings of the External
Assessment, Internal Assessment, and Benchmarking studies. For each recommendation the
relevant findings are summarized in “The Current Situation” section. Each recommendation and
expected benefits are briefly described and followed by a scoping section that summarizes the
expected scale of the effort required to implement the recommendation.

Chief Administrative Officer’s Office and Business Operations Focused Review
SMG/Columbia Consulting Group

24

6.1 Recommendation # 1 – Clarify Customer/Partner Relationship
Responsibility, Goals and Service Expectations
The Current Situation
To date the roles, responsibilities, and service expectations of Business Operations’
customers and Business Operations have not been clearly defined and commonly
understood. In the interest of attaining cost savings, the role of internal customers should
be different than customers outside of the City organization. Internal customers are
recipients of outputs of service providers but they also are participants in many processes
and can impact the efficiency of the overall business process. Internal customers need
to be partners with service providers to ensure City resources are used in an efficient and
effective manner.
Currently each team within Business Operations provides business support services using
service delivery processes that vary based on internal customer requirements. If the
overarching goal of creating Business Operations was to gain efficiencies, customization
of services is contrary to that goal. Examples of where customer’s participation in a
service delivery process creates inefficiencies include:
 Facilities project managers changed the process for collecting project labor
information. This dramatically increased workload in Business Operations billing
processes downstream by requiring triple data entry of project staff time.
 The Bureau of Technology Services (BTS) maintains the inventory data that drives
the BTS billing process. The data quality is poor and results in Business Operations
staff spending a great deal of time researching and correcting BTS customer
complaints about billing errors.
 Printing and Distribution wants to use manual timecards even though there is an
on-line timekeeping system available. (TARS) This requires Business Operations to
data enter the manual timecard information.

Recommendation
Business Operations needs to expand the concept of developing Service Level
Agreements planned for 2006 to include establishing partnership agreements with
customers. The customers and Business Operations need to agree on roles,
responsibilities, goals, and service level expectations that are realistic given the current
financial status of the City. The expectations set forth in the Service Level Agreements
should also be aligned with the goal of increasing efficiency from a citywide perspective
and the overall mission of OMF.
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Recommendation #1 Continued
Potential Benefit
 Organizational goals for efficiency and effectiveness are defined and understood
by both customers and service providers.
 Customers and service providers will have a common understanding of service
level expectations.
 The service provider and customer will build a partnership to maximize utilization
of City resources.
 It is likely that customer satisfaction will improve.

Project Scoping
Urgency

Estimated Difficulty

High – the customer relationship must be
defined before any other recommendations
are addressed.

Medium

Estimated Implementation Timeframe
Short-term – within 3 months.
Estimated Costs
Staff and leadership time.
Potential Barriers to Implementation
Inability to agree on common goals and expectations.
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6.2 Recommendation # 2 – Organize OMF Business Operations Functionally and
Standardize Processing Services
The Current Situation
Currently OMF Business Operations financial and administrative support services are
organized in two sections, one for General Fund Bureaus and one for Internal Service
Fund Bureaus. Within the Internal Services Fund section, staff is arranged in teams that
support one or more bureaus/divisions for all financial and administrative functions with
the exception of some sharing of workload among the teams that support Facilities,
CityFleet, Printing and Distribution and Risk. This structure is a historical hold over from the
days when teams of support staff where located within the Bureau of General Services
(BGS) divisions they served. The goal of the BGS decentralized business support
organizational structure was to provide a high level of customer service to each division.
Since staff is organized by customer group, functions (such as timekeeping or accounts
payable) are fragmented among several staff. While this organizational structure allows
staff to gain specialized knowledge in specific business areas, it does not take
advantage of the economies of scale and promote the sharing of best practices that
could be realized by a centralized service organization.
The functions included in Business Operations continues to evolve and improve
alignment over time. Some functions such as Purchasing Systems Support and Utility
Customer Service Audits are being relocated to more appropriate organizations.
Currently Spectator Facilities Analyst is still located in BGS. This function would seem more
appropriately aligned with Business Operations support services.
In addition to fragmenting processing duties among several staff, service delivery
processes are not standard. Some business processes have been modified to meet
customer requirements and the skills and preferences of Business Operations staff. Not all
OMF bureaus take advantage of all the administrative services provided by Business
Operations. Non-standard accounting processes can create confusion, are typically less
efficient than standard processes and also present a financial controls risk to the
organization.

Recommendation
To take advantage of economies of scale, Business Operations should consider
organizing business support staff by function (such as timekeeping, accounts payable,
billing, etc.) rather than by customer group. The financial analysts should also be
organized in a group to promote cross-training and sharing of knowledge. However,
within the group, analysts should be identified as the primary contact persons and
subject matter experts for specific OMF customer bureau or group of bureaus to provide
a higher level of customer service than a generalist could provide.
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Recommendation #2 Continued
The functions carried out by Business Operations have evolved over time and should
continue to focus on consolidating general business support services and not necessarily
specialized functions that apply to only one OMF bureau. The CAO and Business
Operations are improving the alignment of the organization by relocating the Utility
Customer Service Audits, Purchasing System Support and Health Fund Analysis to more
appropriate organizations. In addition to relocating these functions, it would be
consistent with the current organizational theory of the OMF organization to relocate the
Spectator Facilities Analyst from the Facilities Division of the Bureau of General Services to
the Business Operations analyst group. We also recommend that administration of
human resources functions such as EEO and AA reporting, administration of family leave,
and processing and filing of human resources paperwork should be assigned to human
resources specialists in the Bureau of Human Resources. We recognize that delegating
these human resources functions to the bureaus is a city-wide policy and somewhat
beyond the scope of this focused review. However, we feel the need to point out the
importance of providing adequate oversight for human resources functions to ensure
policy and procedures are properly carried out to manage the inherent legal risk of
these processes.
Additionally, to maximize the benefits of consolidation, Business Operations should
analyze, improve and standardize processes. Processes can be improved in the shortterm by taking advantage of best practices and addressing many of the process
inefficiencies identified in the findings in Section 4.0 Internal Assessment and process flows
found in Appendix B of this report. The new, improved standard processes should be fully
documented to promote consistency, serve as a training tool, and reduce the risk of
losing organizational knowledge.
In the longer term, effective use of new technology and taking a creative look at how
OMF bureaus can further standardize business processes will be the key to gaining
continuous improvements in process efficiency.
With process standardization, there is potential for decreasing customer service levels.
The trade-offs between service levels and cost need to be carefully assessed and
realistically defined in this period of declining revenue. There needs to be a reporting
structure that creates accountability for each function and monitors services levels and
costs.
Potential Benefit
 Increase productivity by reducing process fragmentation.
 Gain efficiencies through standardization of processes and economies of scale.
 Promote process improvement in the standardization process and by creating
accountability for improving specific functions.
 Promote cross-training and knowledge sharing to improve analysis services and
reduce the risk of losing organizational knowledge with turnover.
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Recommendation #2 Continued

Project Scoping
Urgency

Estimated Difficulty

Medium – there is a need for change but the
current processes are supporting OMF business
needs.

Medium – this recommendation will take
careful planning and could be a difficult
transition for staff.

Estimated Implementation Timeframe
Could be accomplished in the short-term – but depends on the extent of other demands on
staff time.
Estimated Costs
Staff time.
Potential Barriers to Implementation
Potential for restrictions in changing job duties for represented employees.
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6.3 Recommendation #3 – Leverage Technology to Increase the Efficiency and
Effectiveness of Business Support Processes
The Current Situation
Business Operations’ efficiency is severely hampered by outdated technology that drives
duplicative data entry, manual manipulation of data, and manual movement of
workflow. The most significant technology shortfalls observed related to the IBIS system,
the lack of integration between IBIS and the bureau work order systems and billing
systems, and the limited flexibility in reporting capabilities.
Even with these technology shortcomings there are still opportunities for better utilizing
available technology. Some OMF customers that provide inputs to Business Operations
processes do not want to use the technology tools that are currently available. In other
cases, Business Operations staff could be trained to make better use desktop tools to
move and manipulate data more efficiently.
The business processes in Business Operations have room for improvement in several
areas which are detailed in the findings of this report and noted in the Swim lane process
flows found in Appendix B. Some notable technology drawbacks include:
 The IBIS legacy system is outdated and does not easily integrate with other
systems. As a result, data entry is duplicated between the work order systems
that support billing and IBIS. IBIS is planned for replacement in 2006.
 BTS is the only billing system that integrates the capture of cost and unit of service
data with IBIS.
 Paper is moved manually to remote locations because there is no document
management and workflow technology available.
 The IBIS system cannot support the BGS Facilities Division’s need for timely project
cost and budget data. Budgets are tracked manually and also in IBIS.
The Enterprise Business System (EBS) replacement project that will replace IBIS is
underway. Business Operations has an opportunity to address many of their processing
efficiency issues in the requirements development for the new system.
In addition to these obvious technology improvement opportunities, there are more
conceptual opportunities to use technology to create more consistency among bureau
administrative processes to increase efficiency. For instance, each internal service fund
has its own billing system with different billing processes that produce and deliver invoices
to customers in different ways. While each OMF bureau provides different services, there
are definite similarities in the calculations that must be carried out to invoice customers.
Recommendation
Short-term
Once service level agreements and efficiency goals have been set by implementing
Recommendation #1, OMF customers and Business Operations should redesign business
processes to leverage available technology to improve overall process efficiency and
also meet customers service requirements.
Assess customer management reporting and analysis needs. Determine how/if these
needs might be met cost effectively in the short-term. It is likely that in many cases, it will
not make sense to make major investments to improve reports using the tools currently
available if the issue will be resolved with the implementation of Enterprise Business
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Recommendation #3 Continued
System (EBS) in 2006. If it is impractical to solve reporting issues with current technologies,
the improved reporting requirements should be rolled into the EBS effort.
Increase the sharing of the technology expertise among Business Operations staff. Staff
would benefit from sharpening their skills on Microsoft Excel and Access. Process flow
software (such as Microsoft Visio) would also be useful in process improvement efforts.
Long-term
Business Operations should continue to actively participate in the planning and
implementation of the new Enterprise Business System (EBS) replacement project. The
business process flows presented in Appendix B of this report can be used as a starting
point for current process documentation. Analyze and streamline processes before they
are automated in the EBS implementation. Develop EBS process and reporting
requirements to enhance process efficiencies and better meet management reporting
needs. Some specific requirement for the EBS system include:
 Integrate the work order and billing systems with EBS to prevent duplicative data
entry.
 Define how workflow automation can facilitate communication and process
efficiency with remote customers.
 Fulfill project management reporting needs with real-time expense and budget
information. To fully meet this need, Business Operations will need to also
reengineer account payable processing to keep expenses flowing to the income
statement during the month.
Business Operations can also look for opportunities to leverage technologies outside of
the EBS system effort. For instance, there is significant opportunity for improving billing
system processing. Business Operations should also consider the possibility of
consolidating billing processes into fewer or only one business system.
Potential Benefits
 Improve the efficiency and effectiveness of processes. Process higher volumes of
workload without adding staff.
 Allow more time for analysis and reporting.
 Meet customer service requirements.

Project Scoping
Urgency

Estimated Difficulty

High – Business Operations must continue to
actively participate in the EBS project to
maximize the efficiencies that could be
gained from this new system.

Solutions range from low to high

Estimated Implementation Timeframe
Short to long-term
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Recommendation #3 Continued
Estimated Costs
Minimal to very large for the EBS system – however that cost has already been encumbered.
Potential Barriers to Implementation
Lack of BTS resources or budget for implementing new systems.
Lack of discipline and/or time to carry out process improvement efforts while managing current
workload.
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6.4 Recommendation # 4 – Continue with Efforts Underway to Develop a
Performance Management System
The Current Situation
The City of Portland is experiencing an extended period of declining revenues, making
organizational performance and efficiency a key concern for Council and Bureau
leadership. Performance indicators that demonstrate the efficiency and effectiveness of
organizations are important tools for justifying resource allocations and comparing the
cost and benefit of initiatives the City undertakes. The External Assessment conducted as
part of this Focused Review revealed that stakeholders do desire better performance
reporting from the CAO’s Office and Business Operations, with particular interest in
workload and efficiency measures.
Currently the CAO’s Office develops an OMF annual work plan and reports to Council on
progress three times per year. The work plan includes a list of strategic initiatives and
goals that OMF plans to embark upon each year. Progress reports discuss outcomes and
actual progress on initiatives relative to planned completion dates. The progress reports
do not typically include a discussion of the workload generated for the CAO’s Office or
cost of the initiative relative to the benefits gained. The current status reports may not be
sufficient for Council to fully understand the workload and cost associated with the work
plan that is approved by Council. This seems evident since the senior staff persons
assigned to some of the long-term initiatives in the work plan are funded with one-time
funds.
Business Operations does not currently have performance measures that are reported to
stakeholders regularly. Performance measures were developed as part of the Strategic
Plan update in 4th quarter 2005.

Recommendation
It is recommended that the CAO enhances the work plan status reports to Council to
include some workload, efficiency and cost benefit measures. We acknowledge that it
may not be easy to quantify the CAO’s Office workload and the cost and benefit of
initiatives. We also recognize that cost benefit is not always the primary driver of
embarking on a project. Some projects must be done regardless of the cost. However,
the CAO should strive to develop some form of workload, cost benefit and efficiency
measures to include in their status reports to help Council make informed resource
allocation decisions.
Business Operations is in the process of developing various tools that should provide
better insight into organizational performance. With the update of the strategic plan
that was accomplished as part of this Focused Review, Business Operations has
developed an initial set of performance measures. In 2006, Business Operations intends
to develop service level agreements with its OMF customers. We suggest that both of
these performance reporting tools should include a well balanced mix of measures that
report on efficiency, effectives, and timeliness. Specifically, we recommend that Business
Operations staff implement some practical form of time tracking that identifies where
staffing resources are being expended, allowing workload and productivity to be
measured and the cost and benefit of activities to be evaluated for all functions.
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Recommendation #4 Continued
Performance measures should also become a tool used in daily management rather
than statistics that are compiled just to be included in the budget or work plan status
reports. Using measures to manage daily work will ensure staff efforts are aligned and
continuous improvement is encouraged and documented.

Potential Benefits
 Performance measures with targets and benchmarks will allow stakeholders to
understand where CAO’s Office and Business Operations resources are being
spent.
 Using measures to manage daily operations provides an objective tool to
encourage continuous improvement.

Project Scoping
Urgency

Estimated Difficulty

Medium – performance measures should be
ready for the next budget cycle

Medium – some effort is required to develop a
short list of meaningful measures

Estimated Implementation Timeframe
Short-term
Estimated Costs
Staff time to develop measures.
Potential Barriers to Implementation
None foreseen.
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6.5 Recommendation # 5 - Centralize Coordination of Business Operations
Projects and Analysis Requests.
The Current Situation
Business Operations staff possesses an array of technical and management expertise
that is accessed by OMF bureaus and others to solve problems, answer questions, and
support special project. These activities need to be coordinated with all of the other
ongoing activities performed by Business Operations staff such as administration of EEO
and Affirmative Action programs and maintaining the OMF website and communication
programs and many more activities. The External Assessment revealed that customers
are pleased with the quality of work provided by Business Operations, but indicated that
there are some instances when information requests are misplaced or project status is
not communicated. Customers that are not familiar with all the skill sets of Business
Operations staff said they were unsure of where to go to when they require assistance.
The Internal Assessment interviews and observations revealed that Business Operations
staff must constantly juggle priorities to meet service requests coming from OMF bureaus,
the CAO, Mayor’s Office, Council, and others. Staff is committed to providing exemplary
service and seems overwhelmed at times. Currently, requests typically are directed to
individuals that informally determine priorities with their supervisors.
Special projects, information requests and information that results from these requests are
managed by individual analysts. Each individual has their own methods of keeping track
of status, priorities, and communicating with customers. Once projects or analyses are
completed information is typically stored in staff member files. The decentralized
management of projects and information produced makes it difficult to see the “big
picture” of the status of analysis and projects underway, and what analyses and
information is already available. There seems to be potential for duplication of effort and
a risk of losing valuable information.

Recommendation
It is recommended that Business Operations should centrally coordinate analysis and
projects workload, priorities, and information. The purpose of centralized project
management is to ensure that priorities are aligned, workload is effectively distributed,
analysis/projects and report status is known, and completed analysis/information is
accessible to all Business Operations staff.
Specifically, the project coordination system should include:
 Definition of analysis/projects that need to be centrally managed.
 Centralized analysis/project request intake and prioritization to ensure project
efforts are aligned.
 A practical means of tracking time and resources necessary to accomplish
assigned projects and regularly report project status to customers and
stakeholders.
 Standard project work plans with expected milestones and outcomes for larger
projects.
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Recommendation #5 Continued
Recommendation – Continued
 Consolidated project outcomes and costs need to be reported to stakeholders –
which includes City Hall and OMF bureaus.
 Frequent communication and coordination among project staff to effectively
distribute workload and share status, information, expertise and advice. Include
the Public Relations and Information Officer in these discussions.
 A central repository of special projects and analyses that can be shared by all
staff in Business Operations. The repository will ensure organizational knowledge is
retained and help reduce the potential for duplication of effort.

Potential Benefits
 Projects efforts are aligned.
 Tracking time, status and outcomes will demonstrate the value of services
provided.
 Resources can be focused towards projects that are most urgent or can produce
high returns.
 Project staff will benefit from sharing knowledge and experience.

Project Scoping
Urgency

Estimated Difficulty

Medium – there is a need for more
accountability for special project resources to
effectively manage workload and priorities.

Medium – this will require some discipline and
effort

Estimated Implementation Timeframe
Short-term
Estimated Costs
Staff time required to develop project management processes.
Potential cost for acquiring software to assist in project management and tracking.
Potential Barriers to Implementation
None foreseen.
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6.6 Recommendation # 6 – Continue Efforts Underway to Unify the Office of
Management and Finance
The Current Situation
The OMF has been evolving for five years, and continues to change as new opportunities
for consolidating administrative services are identified. OMF has been successful in
realizing substantial cost savings upon formation, and has consistently implemented
improvements to reduce costs every year since inception. The CAO and Business
Operations have been the driving force of developing standardized financial and
administrative policy and processes. But there is still much work to be done to build a
culture of collaboration among OMF bureaus that will promote continuous improvement
from a Citywide perspective.
As mentioned in several areas of the Focused Review report, the concept of
consolidation, collaboration and standardization are contrary to the culture of the City of
Portland’s commission form of government. In a commission form of government,
bureaus are accountable to specific commissioners rather than being accountable to a
city manager who oversees all government functions. The segmented accountability
tends to encourage bureaus to operate independently and develop customized
solutions for their operational needs. Losing independence and customization for the
sake of cost savings and consistency is not easily accepted although necessary in order
to survive in a period of declining revenues.
Changing an organization’s culture is never an easy task. Cultural change takes time,
effort, and persistence. In theory, we would like to see all those affected by a proposed
cultural change to see the business reasons behind it and voluntarily support the change.
In reality, implementing dramatic cultural change requires leadership directives
supporting the changes, rewards for those that support the desired change, and
consequences for those who oppose leadership directives.
Recommendation
Directives in the form of OMF policy have been developed. These policies need to
continue to be developed, and supplemented with OMF bureau/division performance
expectations defined by the CAO. The CAO should require OMF bureaus to take a
proactive role in seeking out opportunities for sharing resources and standardizing
processes and practices to improve the efficiency and effectiveness of administrative
service delivery to City. Only when OMF bureaus share responsibility for developing a
culture of collaboration will the necessary changes take place.

Potential Benefits
 It is expected that cultural change will happen more rapidly if OMF bureaus share
responsibility for the promoting the change and rewarded for their efforts.
 Collaborative efforts might be introduced by OMF bureaus rather than requiring
the CAO or Business Operations to take the lead.
 Continuous improvement and identification of additional cost savings might
happen more rapidly and take hold at the employee level of the OMF bureaus.
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Recommendation #6 Continued

Project Scoping
Urgency

Estimated Difficulty

Medium – OMF bureaus are functioning as
independent organizations and delivering
required services. However, the full benefits of
centralization and standardization will not be
realized until a unified culture at OMF is
developed.

High – achieving leading cultural change is
difficult.

Estimated Implementation Timeframe
Timeframe depends on the priority and effort delegated to this effort.
Estimated Costs
Significant leadership time and effort supported by staff analysis time.
Potential Barriers to Implementation
Council directives or incentives that conflict with CAO directives.
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7.0

Options for Overhead Cost Allocation

As part of the focused review of Business Operations within the Office of Management and
Finance (OMF), the consultant team reviewed the current funding method, identified options,
and developed recommendations for funding the Chief Administrative Officer’s (CAO) Office
and Business Operations. The criteria for evaluating options and developing recommendations
included:
 funding is fair and equitable (equity);
 provides sufficient revenue to sustain operations (revenue sufficiency);
 avoids wide rate fluctuations between fiscal years (rate stability);
 provides ease of understanding for customers (ease of understanding); and
 reduce the double counting of funds in Business Operations and customer budgets to
the greatest extent possible given the City of Portland’s financial management policies
(effect on double budgeting).
To develop the funding options, the consultant team built on information that FCS Group
developed for the 2004 Overhead Model Review and reviewed the City’s current method for
funding these functions. We identified potential alternatives and documented the pros, cons,
and impacts as they relate to the criteria established above, resulting in the observations and
recommendations summarized in the technical memorandum that appears in Appendix D of
this report.
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8.0

Outcomes of Completion of the Strategic Plan

As part of the Focused Review effort, the leadership of Business Operations Division undertook to
update and complete the Division’s strategic plan, begun in 2004. None of the Focused Review
findings were at odds with the overall strategic directions outlined in the previously developed
Strategic Plan Draft. The review strengthened the Division’s belief that communication and ongoing education of key stakeholder groups remain essential to the implementation of the
Division’s mission and values. The review also highlighted the need for clear and meaningful
performance measures and the Strategic Plan, as approved, contains those that are central to
the achievement of the Plan’s strategic directions and the on-going implementation of the
Division’s core mission and values. The updated Business Operations Strategic Plan appears in
appendix E of this report.
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Appendix A
External & Internal Assessment Interview Participants,
Document Review List, Interview Guides
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External Assessment Interview Participants
John Acker, Facilities Manager, Bureau of General Services
Commissioner Sam Adams, City Council (rescheduled twice, was not interviewed)
Jeff Baer, Director, Bureau of Purchases
Ron Bergman, Director, Bureau of General Services
Yvonne Deckard, Director of Human Resources
 Anna Kanwit, Deputy Director of Human Resources
 Tom Schneider, Manager, Administrative Services, Bureau of Human Resources
Nancy Hamilton, Chief of Staff, Mayor’s Office
Matt Lampe, Director, Bureau of Technology Services
Hanh Ta, Operations Manager, Mayor’s Office

Internal Assessment Interview Participants
Tim Grewe, Chief Administrative Officer
Tom Feely, Senior Manager, Business Operations
Cathy Bailey, Accountant II
Pardis Barjesteh, Senior Financial Analyst
Aaron Beck, Manager, Internal Service Fund Business Operations
Laurel Butman, Senior Management Analyst
Patty Kruse, Financial Analyst
Diana Lasley, Business Systems Analyst
Jean Madden, Senior Financial Analyst
Carolyn Meeks, Senior Financial Analyst
Liz Mitchell, Management Analyst
Larry Nelson, Senior Financial Analyst
Chris Petak, Senior Financial Analyst
Linda Rains, Office Support Specialist II
Imani Rose, Accountant II
Andrew Scott, Manager, General Fund Business Operations
Ralph Smith, Senior Financial Analyst
Doug Stickler, Financial Analyst
Don Tuquero, Accountant II
Rosalyn Van, Accountant II
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Mary Volm, Manager, Public Relations and Information
Roberta White, Financial Analyst
Nikki Wickliff, Accountant II
Sharon Wolf, Office Support Specialist II
Janis Young, Accountant I
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Documents Reviewed
1. OMF Organizational Chart
a. CAO’s Office Organizational Chart
b. Business Operations Organizational Chart
2. OMF Fiscal Year 2006 Budget
3. OMF Performance Information for Council Budget Team B
4. OMF management Reductions for Council Budget Team B
5. OMF Strategic Plan Items Completed and Strategic Plan, SWOC Analysis
6. OMF Fiscal Year 2006 Work Plan
7. OMF Organizational Diversity and Development Program 2005-2010.
8. OMF Affirmative Action Strategy, 2005-2006.
9. OMF Capital Improvement Plan, 2006-2010.
10. OMF City of Portland Paper Policy – Bureau Annual Report, August 2004.
11. Office of Management and Finance Individual Job Descriptions.
12. Administrative Services Report Information
13. OMF Creation Ordinance and City Code
14. Overview of Business Operations for Council Budget Team B
15. OMF Internal Service Funds – Rages and Interagency Agreements
16. Focused Review Schedule for Council Budget Team B
17. Mayor’s Bureau Innovation Project #4 & Benchmarking
18. Draft Concept Proposal, City Office of Public Information, March 2005
19. Utility Customer Services Transfer from Water Bureau
20. Utility Customer Service Auditor Status Report
21. Revenue Bureau Background Information
22. Enterprise Business System Project
23. CAO/Business Ops Staff Time Allocation For Fiscal Year 2005-06
24. City of Portland Budget Manual, FY 2005-06
25. Revenue Bureau Information
26. Mayor’s Memo on the formation of the Revenue Bureau
27. Revenue Bureau Code Change
28. Revenue Bureau Council Memo
29. Revenue Bureau Financial Impact Statement
30. Revenue Bureau Ordinance
31. City of Portland , Office of Management and Finance, Requested Budget 2005-06
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External Assessment
Customer Structured Interview Guide

1. What services from the Business Operations Divisions and CAO’s Office do you use?

2. For the services you use – what service attributes would you say are most important of
the following?
o

Accuracy, timelines, responsiveness to my needs, cost effectiveness/efficiency,
innovation.

o

What do you like best about Business Operations/CAO services?

o

Are there opportunities for improving the services you use?

3. Are you aware that Business Operations and CAO’s Office provides the following
services?
 Processing Council items











Budget reporting
Budget prep
Family Leave Act
Create and maintain OMF policy
Coordinate with HR for OMF
Develop 5 year financial plans for
OMF
Develop the consolidated capital
improvement plan
EEO reporting
Sustainable paper policy reporting
CAO support

 Special projects
 Daily back-up support
Bureau Innovation Plan Support
 Represent the CAO at meetings
 Citywide efforts
 Bureau Innovation projects 4-14
 New Elected Official Transition
 Commissioners Budgets
 Customer concerns and complain
 Do you think that these services are
necessary and valuable to OMF?
Should some services be eliminated?

4. Are there additional services that you think should be provided by Business
Operations/CAO’s Office?

5. Do you think that Business Operations and the CAO’s Office provide adequate value for
the price your division pays for services?
6. In your opinion, is the organizational structure of OMF efficient
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Business Operations and CAO Office Internal Assessment
Structure Interview Guide

1. Tell me a little about your history at the City.

2. Give an overview of what the unit does.

3. What do you like most and least about your job?
Most

Least

4. Tell me a bit about your business unit’s history. What has changed? Have you
participated in any process improvement projects?

5. Did you participate in the strategic planning effort?

6. What do you think is the Business Operations Divisions and CAO’s overall mission or
purpose for being?

7. Major outputs – and what your customers value about those outputs

8. How do you get feedback from customers?
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Business Operations and CAO Office Internal Assessment
Structure Interview Guide
“As Is” Outputs, Inputs, and Process Documentation

M a t e r ia ls , R e q u ir e m e n t s ,
E q u ip m e n t , F a c ili t ie s ,
In s t r u c t io n s , In f o r m a t io n

In p u t s

Suppliers:

Suppliers:

Suppliers:

Suppliers:

W o r k A c t iv it ie s

T rig g e rin g

E ve n t

P r o d u c t s , S e r v ic e s ,
In f o r m a t io n

O u tp u ts

P ro c e s s e s

Participants:

Customers:

Working well:

What they value:

Areas for Improvement:

Participants:

Customers:

Working well:

What they value:

Areas for Improvement:

Participants:

Customers:

Working well:

What they value:

Areas for Improvement:

Participants:

Customers:

Working well:

What they value:

Areas for Improvement:
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Business Operations and CAO Office Internal Assessment
Structure Interview Guide

9. If you could change one thing what would it be?
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Appendix B
Business Process Flow Diagrams
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09/13/05

Standard Support Services
Process Flows
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Business Operations
provides this service to some
OMF bureaus. Some bureaus
perform the Business Operations
role defined in this process flow.

Standard Support Services

Note:

Bureau of Purchases

Administer RFP Process to
Purchase Order
1 of 2

Publish the
adverisement and
put on website

Business Operations

Draft the RFP

Work with the
customer bureau
to refine and
approve the RFP

Write
advertisement and
send to purchasing

Receive proposals
organize selection
team

A

OMF Customer
Bureau

Develop the basic
scope of work to
include in the RFP

Provide input

Vendors
Vendors access
purchasing
website, download
RFP and respond
with proposals

Evaluation Team
Selection Team
pick apparently
successful bidder
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Standard Support Services

Purchasing

Purchasing sets
up the Purchase
Order in IBIS

Administer RFP Process to
Purchase Order
2 of 2

Business Operations

A

Notify all
proposers of the
apparently
successful bidder

If not protests after
7 days execute
contract

Route for
approvals

Assemble
completed
paperwork and file

Fill out purchase
order requisition

Receive PO file
with contract, send
copy to A/P file

End

OMF Customer
Bureau
Appropriate
approval
signatures are
provided

Vendors
Provide required
information

Accounts Payable
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Standard Support Services

OMF Customer
Bureau

Form completed by Bus Ops
or customer bureau

Notify Business
Ops. Of vacancy

Process new hire paperwork
1 of 1
Manager hires
employee from
certification list

Some do this electronically

Business Operations

Pass certification
list on to manager
who is hiring

Ask HR for
certification list

Receive
certification list
and hiring
paperwork, review
for signatures and
if correctly
completed

Get correct
signatures if
necessary,

A

Human Resources

Provide
certification list

Central Accounting

Central Accounting
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Standard Support Services

OMF Customer
Bureau

Process new hire paperwork
1 of 1
Essentially retain duplicate
files as in HR. HR retains
less information than
Business Operations.

Business Operations

Prepare E-PAN

Send I-9 and
certification list,
and paperwork t o
for routing

Create employee
file in TARS

Check with IT to
get a log-on

File all paperwork
in locked file.

End

Human Resources
Receive and file
paperwork,
approve E-PAN,
load into IBIS

Information
Technology

Provide log-on

Central Accounting
Receives W-4.
direct deposit,
transit benefit
forms for
processing
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Standard Support Services

OMF Customer
Bureau

Do managers keep copies of
forms too?

Process performance appraisal paperwork
1 of 1

Receive forms
conduct review,
complete forms
and return

Business Operations

Notify manager
that employee is
due for a review,
distribute forms

Receive appraisal
forms, determine
pay rate change

Enter E-PAN to
process increase

Enter new input in
TARS

Enter retroactive
pay in TARS if
necessary

Make copies of all
paperwork and file
in locked file, send
originals to HR

Human Resources

Receive and file
final paperwork

Central Accounting

End

Central Accounting
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Standard Support Services

OMF Customer
Bureau

Do managers keep copies of
forms too?

Process final paychecks
1 of 1

Supervisor notifies
timekeeper of final
check hours
Does HR get the originals?

Business Operations

Create termination
E-PAN Get 2
signatures

Create Manual
TARS file for final
period

Assemble
documents for
payroll (PERS
separation form,
manual check req.,
manual TARS etc)

Receive final
check distribute to
employee

File paperwork in
locked file with
payroll records in
personnel file

End

Human Resources

Process E-PAN

Central Accounting
Central accounting
creates check

Auditor
Auditor signs
check
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General Fund Support Services
Process Flows
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Human Resources
and Utility
Customer Service

General Fund Support
Prepare the Human Resources
and Utility Customer Service Budget
page 1 of 2
Provide input on
budget

Provide input

Provide input

Early December

Business Operations
Download
expenses from last
year in IBIS and
inflate it for next
year

Work with
Program
Managers to
develop budget

Get FTE by
bureau from
Financial Services

Run allocation
model to
determine
allocated costs per
customer

Prepare reports
showing projected
allocated costs
and distribute to
customers

Negotiate
Interagency
agreements

Develop decision
packages and
revise rates if
necessary

Develop Required
Budget and send
to Financial
Services

A

Financial Services
Provide FTE by
bureau to
Business
Operations

Consolidate
bureau budgets
into Citywide
Budget Document

Human Resources and Customer
Utility Billing Customer Bureaus
Customer bureaus
are kept informed
of allocation and
provide input

Customer bureaus
are kept informed
of changes to
allocations

Mayor and Council
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Business Operations says they could be more
proactive in communicating with the Bureaus
regarding status of the budget process and small
changes. Customer bureaus only informed if
changes are significant.

Human Resources
and Utility
Customer Service

HR

Provide input and
kept informed

Develop
Requested Budget

Develop Mayor’s
Proposed Budget,
revise rates if
necessary

Develop Approved
Budget, revise
rates if necessary

Consolidate
bureau budgets
into Citywide
Budget Document

Consolidate
bureau budgets
into Citywide
Budget Document

Mayor and Council
reviews Mayor’s
Proposed Budget,
provide input

TSCC makes
technical
adjustments (State
mandated review)

General Fund Support
Prepare the Human Resources
and Utility Customer Service Budget
page 2 of 2

Provide input and
kept informed

Business Operations

A

Develop Adopted
Budget, revise
rates if necessary

End

Financial Planning

Consolidate
bureau budgets
into Citywide
Budget Document

Human Resources and Customer
Utility Billing Customer Bureaus

Mayor and Council
and BCC
Mayor reviews
Requested
Budget, provides
input
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General Fund Support

Financial Services (as customer
bureau) and Purchasing

Prepare Financial Services and
Purchasing Bureau Budget
page 1 of 2

Provide input on
budget

Negotiate
Interagency
Agreements

Provide input

Provide input

Reconcile the
difference between
projected revenue
and expenses

Negotiate
Interagency
Agreements

Develop decision
packages and
allocations if
necessary

Develop Required
Budget and send
to Financial
Services

Business Operations
Download
expenses from last
year in IBIS and
inflate it for next
year

Add inflation rates
to current level of
expenses

A

Financial Services

Economist
provides inflation
rates

Provide Bureau’s
allocation of
General Fund
revenue

Consolidate
bureau budgets
into Citywide
Budget Document

Financial Services and
Purchasing Customer Bureaus

Customer bureaus
are informed of
cost allocations

Negotiate
Interagency
Agreements

Customer bureaus
are informed of
cost allocations

Mayor and Council
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Business Operations says they could be more
proactive in communicating with the Bureaus
regarding status of the budget process and small
changes. Customer bureaus only informed if
changes are significant.

Financial Services (as customer
bureau) and Purchasing

Provide input

Provide input and
kept informed

General Fund Support
Prepare Financial Services and
Purchasing Bureau Budget
page 2 of 2

Provide input and
kept informed

Business Operations

A

Develop
Requested Budget

Develop Mayor’s
Proposed Budget,
revise rates if
necessary

Develop Approved
Budget, revise
rates if necessary

Consolidate
bureau budgets
into Citywide
Budget Document

Consolidate
bureau budgets
into Citywide
Budget Document

Mayor and Council
reviews Mayor’s
Proposed Budget,
provide input

TSCC makes
technical
adjustments (State
mandated review)

Develop Adopted
Budget, revise
rates if necessary

End

Financial Planning

Consolidate
bureau budgets
into Citywide
Budget Document

Mayor and Council
and BCC
Mayor reviews
Requested
Budget, provides
input
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General Fund Support

OMF Bureau

Monitor Budgets
page 1 of 1
Ask questions and
determine if a
budget adjustment
is necessary

Business Operations

Download financial
information from
CARS A/R system

Prepare projected
year end budget
variance

Write narrative
explaining items
that could go over
budget by year
end

Distribute reports
to OMF bureaus

Answer questions
and determine if a
budget adjustment
is necessary

Prepare budget
adjustment
request (BMP) if
necessary

Write narrative
explaining BMP
and submit to
OMF leadership

A

OMF CAO &
Leadership
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General Fund Support

OMF Bureau

Monitor Budgets
page 1 of 1

Business Operations

OMF CAO &
Leadership

A

Leadership team
discusses budget
adjustments

Submit selected
budget adjustment
requests to
Financial Services

Financial Services

Consolidate
Citywide budget
adjustments

Make appropriate
budget
adjustments

End

Mayor and Council

Determine which
budget
adjustments
should be made
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General Fund Support Services

Purchasing

Process Accounts Payable
1 of 1

Copies of A/P documents
are made and retained
because OMF bureaus call
2-3 times a week to ask for
information on payments
Business Operations
Receive invoice,
determine who is
the owner and
send the invoice
for approval

Receive approved
invoice and code
to cost center and
authorization
number

Enter invoice data
into IBIS

Print screen of
input

Copy all invoice
documents, send
originals to A/P

File copies of A/P
paperwork

End

OMF Customer
Bureau

Receive invoice
approve

Vendors

Vendor sends an
invoice

A/P Financial Services
File original A/P
documents
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General Fund Support

Purchasing

Process P card Payables
1 of 2

Email P-card
processors that
the data is ready
with totals by
processor

Business Operations

For each P-card
account, enter Eagle
System, assign
center codes & accts
to charges

After 24 hours
download Excel
report in Eagle that
combines all cards
in each group

Sort by cost center
and account and
create subtotals

Get receipts from
account owners

Match receipts to
report, resolve
discrpencies with
owner

Provide p-card
receipt originals

Help resolve
receipt/invoice
discrepancies

Process
purchases in the
IBIS payables
module

A

OMF Customer
Bureau

P-card account
owners make
purchases

Vendors

A/P Financial Services

SMG/Columbia Consulting Group
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General Fund Support Services

Purchasing

Process P card Payables
2 of 2

Email P-card
processors that
the data is ready
with totals by
processor

Business Operations
Copy all
documents and
deliver originals to
Financial Services
A/P

A

File all p-card
copies

End

OMF Customer
Bureau

Vendors

A/P Financial Services

Receive and file all
original P-card
documents

SMG/Columbia Consulting Group
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General Fund Support

OMF Bureau
Personnel

Process Payroll
page 1 of 2
Personnel enter
time into TARS

Supervisors
reviews and signs
off on employee
time

Only timekeepers can
enter out of class codes

Business Operations
Review time for
correct coding and
required
signatures, correct
as necessary

Enter correct
codes for
employees
working out of
class

Determine if
Overtime pay is
correct according
to labor contracts

Calculate and
apply retroactive
pay if necessary

Get manager
approval for any
exceptions

A

Supervisors

Supervisors notify
timekeeper if an
employee is
working out of
class

Payroll

Auditor

SMG/Columbia Consulting Group
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General Fund Support

OMF Bureau
Personnel

Process Payroll
page 2 of 2

Hand deliver checks to
second floor, prepare
bundles for pick-up by
groups on other floors

Do you keep copies?

Business Operations

A

Upload TARS data
to IBIS

Print error report to
make sure upload
is correct, correct
errors as
necessary

Pick up copies of
timesheets, review
sign-offs. Get
additional if
necessary

Gather paperwork
and forward to
central payroll

Open TARS and
put in new time
period

Receive and
distribute checks

End

Supervisors

Payroll
Payroll receives
and files
paperwork,
produces checks

Auditor
Auditor signs
checks

SMG/Columbia Consulting Group
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Bureau of Technology Services
Process Flows

SMG/Columbia Consulting Group
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BTS

IT purchases are
made on p card

Bureau of Technology Services Support

P card data is often late and
holds up billing

Process Technology Billing
page 1 of 1

Also feeds payroll.
Input time by
project in TARS
Help desk updates
the metric table

Business Operations

Import IT
expenditures from
IBIS, audit for
accuracy
Automatic feeds
populate billing
system audit for
accuracy

Process
passthroughs that
need to be billed
out
Run reports at end
of period, clean-up
data, reconcile and
review for
accuracy

Generate and
email bills

Enter one-time
billings manually to
billing system audit
for accuracy

Upload journal
entries to IBIS

End

Resolve billing
issues with
customers, adjust
as necessary in
billing system

Set up recurring
billings

BTS Customers

Customers receive
email bills, call
with questions/
errors

The majority of time between
billing processes is spent
resolving billing issues that
are primarily due to lack of
accuracy in the technology
inventory and records.

Mayor and Council
and BCC

SMG/Columbia Consulting Group
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BTS

Phone charges
posted by
business staff or
phone coord.
Prepare PDF
phone bill

Bureau of Technology Services Support
PFD phone bill is about
$10,000 a month.

Upload Verizon
phone bills

Business Operations

Process Comm Net Billing
page 1 of 1

The system is unable to bill
on the 13 period City billing
cycle. The system bills
monthly

Maintain customer
center codes
Receive paper
phone bills, if
billable enter into
billing system
Audit billing
records

Run end of period
reports

Upload journal
entries to IBIS

Input a manual JE
for IRNE Data
Allocation

End

Manually post all
other cell phone
bills

Review/maintain
800 MHz external
inventory
BTS Customers

Resolve billing
issues with
customers, adjust
as necessary in
billing system

Prepare accounts
receivable
documentation for
external customers

Verizon provides electronic
billing data on a CD. All
other Cell vendors provide
paper invoices that are
manually entered.

Phone
inventory is
more
accurate than
technology.

Customers receive
email bills, call
with questions/
errors

Central Accounting
Central accounting
bills external
customers

P&D
Generate and
email bills and
create files for
backup

SMG/Columbia Consulting Group
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Bureau of Technology Services Support

BTS

Prepare the Budget
page 1 of 2
Provide input on
projected needs

Business Operations

Download data
from Billing, TARS
& IBIS through
Access to EXCEL

Provide input
Difficult to gain timely input

CIP pkg.
budget
pg 1

Project available
revenue

Develop Program
Manager
packages

Work with
Program
Managers to
project service
needs

Balance resources
and requirements
to create rates

Create
Interagency
Agreements

CIP decision
pkg.

Create Preliminary
Budget

Develop decision
packages and
revise rates if
necessary

BTS Customer
Bureaus
A
Program
Managers
determine service
level needs

OMF Leadership

Negotiate
Interagency
Agreement

Difficult to gain timely input

Provide input

Mayor and Council

SMG/Columbia Consulting Group
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Bureau of Technology Services Support
BTS
Prepare the budget
page 2 of 2

Business Operations

A

Develop Mayor’s
Proposed Budget,
revise rates if
necessary

Develop
Requested Budget

Develop Approved
Budget, revise
rates if necessary

Develop Adopted
Budget, revise
rates if necessary

End

BTS Customer
Bureaus

Review Requested
Budget and
provide input

OMF Leadership

Mayor and Council
and BCC
Mayor reviews
Requested
Budget, provides
input

SMG/Columbia Consulting Group

Mayor and Council
reviews Mayor’s
Proposed Budget,
provide input

BCC makes
technical
adjustments

Appendix B - Bureau of Technology Services - 5
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Bureau of Technology Services Support

BTS

Monitor Budgets
page 1 of 2
Ask questions and
determine if a
budget adjustment
is necessary

Business Operations

Download financial
information from
CARS A/R system

Prepare projected
year end budget
variance

Write narrative
explaining items
that could go over
budget by year
end

Distribute reports
to OMF bureaus

Answer questions
and determine if a
budget adjustment
is necessary

Prepare budget
adjustment
request (BMP) if
necessary

Write narrative
explaining BMP
and submit to
OMF leadership

A

OMF CAO &
Leadership

SMG/Columbia Consulting Group
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Bureau of Technology Services Support

BTS

Monitor Budgets
page 2 of 2

Business Operations

OMF CAO &
Leadership

A

Leadership team
discusses budget
adjustments

Submit selected
budget adjustment
requests to
Financial Services

Financial Services

Consolidate
Citywide budget
adjustments

Make appropriate
budget
adjustments

End

Mayor and Council

Determine which
budget
adjustments
should be made

SMG/Columbia Consulting Group
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BTS

Bureau of Technology Services Support

Input if frequently late.

Prepare Capital Improvement Plan
page 1 of 1
Managers identify
CIP projects

Review and
provide input

Review and
provide input
Review and
provide input

Business Operations

Develop CIP
budget

Check if funding in
the Technology
Reserve is
sufficient

CIP pkg.
budget
pg 1
budget

Develop
alternative rate
packages

Develop decision
package if
necessary

CIP decision
pkg. pg 1
budget

Capital Review
Committee
Capital Review
Committee
reviews CIP

End

Central Accounting

SMG/Columbia Consulting Group
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Bureau of Technology Services Support

Purchasing

Process Accounts Payable
1 of 1
There are three types of payment processes, PCards, Purchase Orders, and other Invoices

Business Operations
Receive approved
invoice and code
to cost center and
authorization
number

Enter invoice data
into IBIS

BTS

Receive invoice
approve

Vendors

Vendor sends an
invoice

A/P Financial Services
File original A/P
documents

SMG/Columbia Consulting Group

End
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Bureau of Technology Services Support
BTS

Process Timesheets Payroll
page 1 of 1

TARS also populates the
billing system for project
billing

Receive
paychecks and
distribute

Enter total time in
TARS for payroll

Business Operations

Audit TARS input
for appropriate
codes

Upload correct
payroll data to IBIS

End

Auditor’s Office

Checks sent to
Auditor for
signatures

Vendors

Central Accounting

Process payroll

SMG/Columbia Consulting Group
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Bureau of General Services
Facilities Support Services
Process Flows

SMG/Columbia Consulting Group
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BGS Facilities Support Services

1. Time diaries are separate
Excel spreadsheets entered
by project managers - they
also enter total time in TARS
for payroll.

Facilities

Facilities staff
enters time by
project into time
diaries

Manual process - 3
hour cycle time

Process Billing for Projects Over $25,000
page 1 of 1

IBIS report is hard
copy and data is
manually entered
into EXCEL

Project managers
receive project
cost information
for project costs
Preparing JE info for
internal and external
bills - 2 hours cycle time

Business Operations
Enter time in
intermediary
EXCEL W/S by
project at acctg
period end

Get IBIS report of
internal and
external expenses
at accounting
period end

Data enter time
and expense data
by project into CIP
spreadsheet (2).
Make copies for
customers and
files, attache IBIS/
CACS reports

Prepare JE for
billable projects
within the City,
make copies and
send to customers

Prepare info
required by A/R
for projects outside
the City invoices

Purchasing
Time data is
manually entered
twice into two
different EXCEL
spreadsheets cycle time 2 hours

Done

Vendors

There are 50 projects
going on at any one
time.

Paper copies sent to
customers

Central Accounting
General
Accounting posts
billing JE for city
projects

SMG/Columbia Consulting Group

A/R prepare
project invoices
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P-card holders
attach purchase
documentation to
the purchase
report - Identify
work order items
should be
assigned

Facilities

Business Operations
Download
procurement card
data into Excel

Prepare P-card
purchases by
individual reports
and distribute to Pcard holder

BGS Facilities Support Services
Process Procurement Card
Billing for Maintenance Projects
page 1 of 1

Double entry

Enter work order
numbers and
summarize by
work order in
Excel

Enter in facilities
center billing subsystem

At end of period w/
o system creates a
file to upload to GL
to bill customers

Process payment
in IBIS

Pick-up P-card
checks from
Auditor’s Office
and deposit at
bank

End
Review P-card
documents, enter
acct # summarize
purchases by
account in Excel

Auditor’s Office
Checks are signed
at Auditor’s Office
All data is entered into the
same spreadsheet

Vendors

Central Accounting
Produces
payments to Pcard company

SMG/Columbia Consulting Group

Appendix B - BGS Facilities Support Services - 3

09/12/05
BGS Facilities Support Services
Facilities

Invoices are processed all
month long.

Process Individual Vendor Invoice
Billing for Maintenance Projects
page 1 of 1

Attach packing slip
or confirm receipt
of item enter work
order code if
necessary

Double data entry

Business Operations
Receive invoice if
no work order
send to mechanic
that ordered item

Receive approved
invoice, code to
cost center &
authorization
number, process
payment in IBIS

Make copies of
invoices

Post invoice to
work order system

File copies

Auditor’s Office

Checks are signed
at Auditor’s Office

Mail checks to
vendors that direct
bill

End

Vendors

Vendor Invoices

Central Accounting

Produce checks

SMG/Columbia Consulting Group
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Facilities

BGS Facilities Support Services

Time entered twice
Project mgrs.
enters time by
work order into
time diaries and
mechanics enter
time into daily time
sheets

Process Timesheets for billing and payroll
Billing for Maintenance Projects
page 1 of 1

Enter total time in
TARS for payroll

Business Operations

Review TARS
input for
appropriate codes

Upload correct
payroll data to IBIS

Enter time by w/o
in facilities center
billing sub-system

At end of period w/
o system creates a
file to upload to GL
to bill customers

Pick-up paychecks
and distribute
End

Auditor’s Office
Checks sent to
Auditor for
signatures

Time is manually entered for
the 3rd time

Vendors

Central Accounting

Process payroll

SMG/Columbia Consulting Group
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BGS Facilities Support Services

Facilities

Process Interagency Billing to Work Order
page 1 of 1

Business Operations
Receive JE and
enter info by w/o in
facilities center
billing sub-system,
correct center
code

At end of period w/
o system creates a
file to upload to GL
to bill customers

End

Other Bureaus
Create journal
entry to bill for
service provided
code to a specific
center or dump
account for
allocation

Make a paper
copy of the JE and
send to Business
Operations

Vendors

Central Accounting

SMG/Columbia Consulting Group
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BGS Facilities Support Services

Dispatch

Bill for ID Cards and Meeting Rooms
page 1 of 1
Send ID card and
meeting room
activity weekly

Business Operations

Enter data into
Excel

Prepare JE and
request for invoice

Make copies and
mail to customers

End

Other Bureaus

Vendors

Central Accounting
Post JE, create
invoices for
external customers

SMG/Columbia Consulting Group
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BGS Facilities Support Services

Facilities

Prepare budget - page 1 of 2

Review budget
and provide input

Calculate general
fund overhead rate

Business Operations

Download data
from Billing, TARS
& IBIS through
Access to EXCEL

Provide business
operations info
about leases to
outside entities

Develop hourly
rates

Develop location
budget

Review and
provide input

Review and
provide input

Provide input

Create Preliminary
Budget

Develop decision
packages and
revise rates if
necessary

Project revenue
from leases to
outside parties

Develop building
rental rates for City
owned buildings
Develop time and
material location
budgets

Develop
Interagency
agreements

CIP pkg.
from CIP
pg 1

Calculate other
expenses

A

There are 100 locations
OMF Leadership
Due December 1
Provide input

Mayor and Council
and BCC

SMG/Columbia Consulting Group
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BGS Facilities Support Services

Facilities

Prepare budget
page 2 of 2
Provide input

Provide input and
kept informed

Provide input and
kept informed

Develop Mayor’s
Proposed Budget,
revise rates if
necessary

Develop Approved
Budget, revise
rates if necessary

Business Operations

A

Develop
Requested Budget

Develop Adopted
Budget, revise
rates if necessary

End

OMF Leadership

Mayor and Council
and BCC

SMG/Columbia Consulting Group

Mayor reviews
Requested
Budget, provides
input

Mayor and Council
reviews Mayor’s
Proposed Budget,
provide input

BCC makes
technical
adjustments
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BGS Facilities Support Services

Facilities

Monitor Budget
page 1 of 2
Ask questions and
determine if a
budget adjustment
is necessary
This process could lead to
the BUMP process

Business Operations

Each A/P
Download financial
information from
CARS A/R system

Review financial
reports, project
year end budget
variance

Write narrative
explaining items
that could go over
budget by year
end and identify
other financial
issues

Distribute reports
to OMF bureaus

Answer questions
and determine if a
budget adjustment
is necessary

Decide on budget
adjustments for
next BUMP report

End

OMF CAO &
Leadership

SMG/Columbia Consulting Group
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BGS Facilities Support Services

Customer

BUMP Process
page 1 of 2
Customer decides
to increase IA

Business Operations

Write narrative to
explain variances

Identify IAS that
need to be
increased

Increase IA,
project fund
balance

Finalize budget
request

OMF CAO &
Leadership

Facilities
Review BUMP
with Division
Manager

SMG/Columbia Consulting Group

A
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BGS Facilities Support Services

Facilities

BUMP Process
page 2 of 2

Business Operations

OMF CAO &
Leadership

A

Leadership team
reviews BUMP to
decide on budget
adjustments to
submit

Submit BUMP to
Financial Services

Financial Services

Consolidate
Citywide budget
adjustment
requests

Make appropriate
budget
adjustments

End

Mayor and Council

Determine which
budget
adjustments
should be made

SMG/Columbia Consulting Group
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BGS Facilities Support Services

Facilities

Prepare Capital Improvement Plan
page 1 of 1
Facilities identifies
CIP projects

Review and
provide input

Business Operations

Develop CIP
budget

Determine if major
maintenance
account balances
are sufficient to
fund projects

CIP pkg.
budget
pg 1

End

Capital Review
Committee

Central Accounting

SMG/Columbia Consulting Group
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BGS Facilities Support Services

Purchasing

Process Accounts Payable
1 of 1

Copies of A/P documents
are made and retained
because OMF bureaus call
2-3 times a week to ask for
information on payments
Business Operations
Receive invoice,
determine who is
the owner and
send the invoice
for approval

Receive approved
invoice and code
to cost center and
authorization
number

Enter invoice data
into IBIS

Print screen of
input

Copy all invoice
documents, send
originals to A/P

File copies of A/P
paperwork

End

OMF Customer
Bureau

Receive invoice
approve

Vendors

Vendor sends an
invoice

A/P Financial Services
File original A/P
documents

SMG/Columbia Consulting Group
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BGS Facilities Support Services

Facilities

Process Individual Vendor Invoice
Billing for Maintenance Projects

Business Operations

Receive hard copy
of the IBIS Project
Report

Enter data into
into Excel to

Determine soft
costs incurred on
completed projects
prepare JE

Prepare JE for soft
costs of work in
progress

Determine which
complete projects
had prior year
expenses

Prepare JE To
move expenses
from WIP to
completed projects

Determine what
expenses have
expensed to
directly to an asset
that is WIP

A

Other Bureaus

Vendors

Central Accounting

Book JE

SMG/Columbia Consulting Group

Book JE
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BGS Facilities Support Services

Facilities

Process Individual Vendor Invoice
Billing for Maintenance Projects

Business Operations

A

Create JE to move
expense from the
asset to WIP

Reconcile JE s
and summarize
backup for JE s

Prepare building
acquisition form for
each building and
each JE affected

Prepare report on
what has been
encumbered but
not spent

Maintain asset
records

Receive report

End

Other Bureaus

Vendors

Central Accounting

SMG/Columbia Consulting Group
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BGS Facilities Support Services

Dispatch

Process Parking Garage Accounts Receivable
for Commercial Tennants
page 1 of 1

Should be done in IBIS, but
had problems in the past.
Against City policy

Business Operations

Receive checks
without invoices

Record checks
and make copies

Enter information
and receipts JE

Make copies and
take to treasury

Other Bureaus

Vendors

Treasury

Deposit payment

SMG/Columbia Consulting Group

End
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BGS Facilities Support Services

Dispatch

Bill for Requested Services External
Customers
page 1 of 1

Business Operations

Run Facilities
Center reports

Create Word
document for
External
Customers

Make 2 copies for
Bus. Ops. And 1
for Central
Accounting, mail
invoice

Receive
payments, code
check with invoice
number send to
Central Acctg.

Other Bureaus

Vendors

Central Accounting
Enter invoice into
Accounts
Receivable
module in IBIS

SMG/Columbia Consulting Group

Central Accounting
makes deposit

End
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BGS Facilities Support Services

Dispatch

Process Account Receivable for
Walnut Park and Union Station
page 1 of 1

This process should be done by
Central Accounting. There is no
trust that
it will be done correctly.

Business Operations

Create invoice for
IBIS tennant rent,
no invoice sent

Receive payment
and separate by
groups, make
copies for files

Enter info into
Excel Tennant
Ledger sheets

Enter IBIS tennant
invoice # and
customer # to A/R
control log and on
check

Using copy in IBIS
cash application
match payment to
invoice, sign and
date copy send to
Central Accounting

Make 2 copies of
the control log and
bring with check to
Treasury

Other Bureaus

Central Accounting

File copies

End

Treasury
Treasury makes
deposit

SMG/Columbia Consulting Group
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BGS Facilities Support Services

Facilities

Process Purchase Order Contracts
page 1 of 1

Purchase order is already set up
Approve invoice
Hand-off to another person
for control purposes

Business Operations

Receive invoice
route for approval

Match invoice to
PO, check in IBIS
to ensure there is
enough balance in
IBIS

Enter info into
Excel to calculate
retainage

Create 95%
payment invoice
and 5% retainage
invoice, make
copies for project
file, personal file;

At end of contract
pay
retainage,update
spreadsheet,
create release
receipt and waiver
document send to
auditor

Receives invoices
enter as a
payment in A/P

Other Bureaus

Central Accounting

Files paperwork

Auditor

File copies

SMG/Columbia Consulting Group

End
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Bureau of General Services
CityFleet Support Services
Process Flows

SMG/Columbia Consulting Group
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BGS CityFleet Support

CityFleet

Process Fuel Billing
page 1 of 1
Assign fuel cards
to vehicles in the
fuel database

Use cards to
record fuel use by
vehicle by date
and time

Administrative staff
runs a query to
summarize fuel
use for the month

Business Operations
Receive Excel file
of fuel use and
summarize by cost
center using a
pivot table

Copy and paste
data into journal
entry form

Post journal entry
and backup to the
CityFleets website
so customers can
see detail

Pacific Pride
Pacific Pride
summarizes City
fuel purchases by
vehicle and cost
center

Central Accounting Financial Services

Post journal entry
to bill customer
bureaus

SMG/Columbia Consulting Group

End
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BGS CityFleet Support

CityFleet

Process Rental Billing
page 1 of 1
Approve invoice
for vehicle rental

Business Operations

Data enter invoice
for payment in
IBIS

Make copies of
invoice, send
originals to Central
Accounting

Enter invoice data
by center code in
Excel

Enter invoice data
into journal entry
form to bill
customer bureaus

Rental companies
Prepare invoice for
City car rentals on
convenience
contracts or
invoices less than
$5,000

Central Accounting Financial Services

A/P pays invoice
and files
paperwork

SMG/Columbia Consulting Group

Post journal entry
to bill customer
bureaus

End
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CityFleet

Enter invoices
from outside
vendors into work
order system
Enter parts used in
work order system

BGS CityFleet Support
System
administrator runs
query to pull work
order data for
acctg period

Process Direct Billing
page 1 of 1
Time in total is also entered
in IBIS for payroll

Enter time in work
order system

Business Operations
Receive Excel file
on direct work
orders and
summarize by cost
center using a
pivot table

Copy and paste
data into journal
entry form

Post journal entry
and backup to
CityFleet website
for customers to
see detail

Central Accounting Financial Services

Post journal entry
to bill customer
bureaus

SMG/Columbia Consulting Group

End
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BGS CityFleet Support

CityFleet

Maximus Asset
information is
updated as
necessary

Process Fixed Rate Billing
page 1 of 1

System admin.
runs query to pull
vehicle inventory
data for acctg
period

Business Operations
Receive Excel file
of fixed rate info
and summarize by
cost center using a
pivot table

Copy and paste
data into journal
entry form

Post journal entry
and backup to
CityFleet website
for customers to
see detail

Central Accounting Financial Services

Post journal entry
to bill customer
bureaus

SMG/Columbia Consulting Group

End
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BGS CityFleet Support

CityFleet

Prepare the Budget
page 1 of 2
Difficult to gain timely input

Provide input on
projected needs

Business Operations

Download data
from Billing, TARS
& IBIS through
Access to EXCEL

Provide input

Project available
revenue

Develop Program
Manager
packages

Work with
Program
Managers to
project service
needs

Balance resources
and requirements
to create rates

Create
Interagency
Agreements

Create Preliminary
Budget

Develop decision
packages and
revise rates if
necessary

Fleet Customer
Bureaus
A
Program
Managers
determine service
level needs

OMF Leadership

Negotiate
Interagency
Agreement

Difficult to gain timely input

Provide input

Mayor and Council

SMG/Columbia Consulting Group
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BGS CityFleet Support
CityFleet
Prepare the budget
page 2 of 2

Business Operations

A

Develop Mayor’s
Proposed Budget,
revise rates if
necessary

Develop
Requested Budget

Develop Approved
Budget, revise
rates if necessary

Develop Adopted
Budget, revise
rates if necessary

End

Fleet Customer
Bureaus

Review Requested
Budget and
provide input

OMF Leadership

Mayor and Council
and BCC
Mayor reviews
Requested
Budget, provides
input

SMG/Columbia Consulting Group

Mayor and Council
reviews Mayor’s
Proposed Budget,
provide input

BCC makes
technical
adjustments
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BGS CityFleet Support

CityFleet

Monitor Budgets
page 1 of 2
Ask questions and
determine if a
budget adjustment
is necessary

Business Operations

Download financial
information from
CARS A/R system

Prepare projected
year end budget
variance

Write narrative
explaining items
that could go over
budget by year
end

Distribute reports
to CityFleet

Answer questions
and determine if a
budget adjustment
is necessary

Prepare budget
adjustment
request (BMP) if
necessary

Write narrative
explaining BMP
and submit to
OMF leadership

A

OMF CAO &
Leadership

SMG/Columbia Consulting Group
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BGS CityFleet Support

CityFleet

Monitor Budgets
page 2 of 2

Business Operations

OMF CAO &
Leadership

A

Leadership team
discusses budget
adjustments

Submit selected
budget adjustment
requests to
Financial Services

Financial Services

Consolidate
Citywide budget
adjustments

Make appropriate
budget
adjustments

End

Mayor and Council

Determine which
budget
adjustments
should be made

SMG/Columbia Consulting Group
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BGS CityFleet Support

Purchasing

Process Accounts Payable
1 of 1
No need to make and keep
copies. Originals are
accessible.

Business Operations
Receive invoice,
determine who is
the owner and
send the invoice
for approval

Receive approved
invoice and code
to cost center and
authorization
number

Enter invoice data
into IBIS

Send originals to
A/P

End

CityFleet

Receive invoice
approve, enter
invoice data into
work order system

Vendors

Vendor sends an
invoice

A/P Financial Services
File original A/P
documents

SMG/Columbia Consulting Group
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BGS CityFleet Support

Time entered twice, detailed
time also entered in work
order system

CityFleet

Process Timesheets for billing and payroll
Billing for Maintenance Projects
Checks received
and distributed at
Fleets

Enter total time in
TARS for payroll

End

Business Operations

Review TARS
input for
appropriate codes

Upload correct
payroll data to IBIS

Auditor’s Office

Checks sent to
Auditor for
signatures

Vendors

Central Accounting

Process payroll

SMG/Columbia Consulting Group
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Bureau of General Services
Risk, Parking and P&D Support Services
Process Flows

SMG/Columbia Consulting Group
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Automated link to IBIS

Generate IBIS JE
send hard copy of
JE to Business
Ops and Customer

P&D

Enter service
request in billing
system

Complete printing
job

Enter factors in
billing system

Review for
accuracy

BGS Risk/Parking/P&D Support
Printing and Distribution Billing
page 1 of 2

Print 2 copies of
billing

Business Operations

A
The process is well
automated and the billing
system integrates with IBIS however - the outside bills do
not have the customer
account number on them.
So this part of the process
requires manual intervention.

Receive copies of
bills for customers
outside of the City,
write IBIS
customer acct. #
batch

B

P & D Customers

Customer fills out
a service request
form

Central Accounting Financial Services

SMG/Columbia Consulting Group
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BGS Risk/Parking/P&D Support

P&D

Printing and Distribution Billing
page 2 of 2

Business Operations

A

B

P & D Customers

Distribute bills with
job detail to inside
customers

Send copy of bill
and back-up to
Central Acctg.

City customers
receive bills and
job back-up

Outside customers
receive invoice
with back-up

End

Central Accounting Financial Services

Enter bill in IBIS to
create an invoice

SMG/Columbia Consulting Group

Invoice and billing
documentation
mailed to outside
customers
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BGS Risk/Parking/P&D Support
Division Manager
Prepare Printing and Distribution
Budget
page 1 of 2

Division manager
provides
projections that
feed the 5 year
model

Determine rate
increase

Provide input

Processes are complex but
automated in spreadsheets.
Business Operations
Get financial,
billing, and human
resources reports.
Data enter into 5
year budget proj.

Add projections
and inflation rates
to current level of
expenses

Summarize data
enter into
spreadsheet

Adjust rates to
ensure all
necessary costs
are covered

Spread total
revenues and
costs to bureaus

Data enter budget
into BRASS

Adjust data in
BRASS based on
customer input

Develop Required
Budget and send
to Financial
Services

A

Financial Services
Economist
provides inflation
rates

Consolidate
bureau budgets
into Citywide
Budget Document

Human Resources
Provide updated
HR info

Printing and Distribution
Customers

Customer bureaus
are informed of
cost allocations

Provide input on
rates and service
needs

Mayor and Council

SMG/Columbia Consulting Group
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BGS Risk/Parking/P&D Support
Division Manager

Prepare Printing and Distribution
Budget
page 2 of 2
Provide input

Provide input and
kept informed

Provide input and
kept informed

Business Operations

A

Develop
Requested Budget

Develop Mayor’s
Proposed Budget,
revise rates if
necessary

Develop Approved
Budget, revise
rates if necessary

Consolidate
bureau budgets
into Citywide
Budget Document

Consolidate
bureau budgets
into Citywide
Budget Document

Mayor and Council
reviews Mayor’s
Proposed Budget,
provide input

TSCC makes
technical
adjustments (State
mandated review)

Develop Adopted
Budget, revise
rates if necessary

End

Financial Services
Consolidate
bureau budgets
into Citywide
Budget Document

Printing and Distribution
Customers

Mayor and Council
and BCC
Mayor reviews
Requested
Budget, provides
input

SMG/Columbia Consulting Group
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BGS Risk/Parking/P&D Support

Customer Bureau

Monitor Budgets
page 1 of 2
Ask questions and
determine if a
budget adjustment
is necessary

Business Operations

Download financial
information from
CARS A/R system

Prepare projected
year end budget
variance

Write narrative
explaining items
that could go over
budget by year
end

Distribute reports
to OMF bureaus

Answer questions
and determine if a
budget adjustment
is necessary

Prepare budget
adjustment
request (BMP) if
necessary

Write narrative
explaining BMP
and submit to
OMF leadership

A

OMF CAO &
Leadership

SMG/Columbia Consulting Group
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BGS Risk/Parking/P&D Support

Customer Bureaus

Monitor Budgets
page 2 of 2

Business Operations

OMF CAO &
Leadership

A

Leadership team
discusses budget
adjustments

Submit selected
budget adjustment
requests to
Financial Services

Financial Services

Consolidate
Citywide budget
adjustments

Make appropriate
budget
adjustments

End

Mayor and Council

Determine which
budget
adjustments
should be made

SMG/Columbia Consulting Group
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BGS Risk/Parking/P&D Support

Purchasing

Process Accounts Payable
1 of 1
For parking only

Parking only
Parking only

Business Operations
Receive invoice,
determine who is
the owner and
send the invoice
for approval

Receive approved
invoice and code
to cost center and
authorization
number

Enter invoice data
into IBIS

Copy all invoice
documents, send
originals to A/P

File copies of A/P
paperwork

End

P&D

Receive invoice
approve

P&D keeps copies

Vendors

Vendor sends an
invoice

A/P Financial Services
File original A/P
documents

SMG/Columbia Consulting Group
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BGS Risk/Parking/P&D Support
Parking
Process payroll
1 of 2
Enter total time in
TARS for payroll

Business Operations
does not process payroll
for Risk.

Supervisors
approve

Business Operations

Enter total time in
TARS for payroll,
include OR and
out of class

Review TARS
icorrect as
necessary

Make adjustments
for retro pay/other
manager approved
exceptions if
necessary

Upload TARS
payroll data to IBIS

A

P&D
Employees submit
weekly paper
timesheets to
superivor

Central Accounting

SMG/Columbia Consulting Group
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Miscellaneous Support Services

OMF Customer
Bureau

Process payroll
2 of 2
Retain TARS and time
sheets in files.

Business Operations

A

Print error report to
make sure upload
is correct

Make corrections
as necessary,
upload to IBIS
again if necessary

Pick up copies of
TARS to review
and make
corrections if
necessary

Get additional
sign-offs on batch
control summary

Give payroll batch
control
summaries,manual
correction batches
to Financial
Services Payroll

End

General Fund and
Business Ops.
Supervisors

Vendors

Central Accounting
Receive and file
payroll paperwork

SMG/Columbia Consulting Group
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Focused Review of the Business Operations Division and CAO’s Office
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City of Seattle

Focused Review of the Business Operations Division and CAO’s Office
SMG/Columbia Consulting Group
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Internal Service Funds – Business Operations
Portland

Austin

Denver

Seattle

Information Technology
Dept Organization

In General Services

In Finance & Admin. Svc.

Separate Dept

Separate Dept

Dept. Budget

$56,776,215

$39,638,725

$28,089,800

$39,997,422

Bus Ops. FTE

5*
6

10

Dept. / Finance FTE
Comments

No Response

Facilities
Dept Organization

In General Services

In Finance & Admin. Svcs,

In Gen’l Svcs, Public Office
Buildings

In Fleets and Facilities

Dept. Budget

$38,107,061

$6,614,925

$15,736,500

$44,644,949

Bus Ops. FTE

6.22*
2

2

18

Dept. / Finance FTE

FTEs are shared between
fleets and facilities. 4 staff
work on budget/capital
projects; 3 staff work on billing;
and 11 staff do general
accounting.

Comments

Fleet
Dept Organization

In General Services

In Finance & Administrative
Services

In Public Works

Fleets and Facilities

Dept. Budget

$40,047,123

$26,919,702

$53,059,400

$32,030,484

Bus Ops. FTE

1.98*
6

2

18

1 staff prepares the budget &
monitors revenues and
expenditures. Another staff
accepts and verifies invoices.

FTEs are shared between
fleets and facilities. See
Facilities comments.

Dept. / Finance FTE

Comments

* Does not include the Business Operations Manager for Internal Service Funds
Focused Review of the Business Operations Division and CAO’s Office
SMG/Columbia Consulting Group
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Internal Service Funds – Business Operations
Portland

Austin

Denver

Seattle

Risk Management
Dept Organization

In General Services

In Human Resources

In Finance & Management

In Executive Administration

Dept. Budget

$24,908,707

$1,289,659

$7,942,200

$2,099,674

Bus Ops. FTE

1.8*
1

6

.30

Dept. / Finance FTE

Comments

FTEs are shared between
parking, risk management, and
printing

3 people in executive admin.
Each spends 10% of their
time. Budget is for executive
management division. Risk
management is within
executive management

Parking
Dept Organization

In General Services

Dept. Budget

$11,717,441

Bus Ops. FTE

1.8*

No Department

Dept. / Finance FTE
Comments

FTEs are shared between
parking, risk management, and
printing

In Public Works

In Dept of Transportation

$11,084000

$7,162,089

2

.60

1 person in the dept does
budgeting and accounts payable.
1 persons in finance and admin
does accounts receivable.

Printing and Distribution
Dept Organization

In General Services

Dept. Budget

$7,566,891

Bus Ops. FTE

1.8*

No Department

Dept. / Finance FTE
Comments

In General Services

No Department

$6,030,000

3
FTEs are shared between
parking, risk management, and
printing

1 person does the budget, 1
person does AR/AP, 1 person
does invoicing

* Does not include the Business Operations Manager for Internal Service Funds
Focused Review of the Business Operations Division and CAO’s Office
SMG/Columbia Consulting Group
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General Fund – Business Operations
Portland

Austin

Denver

Seattle

Customer Service
Dept Organization

Separate Bureau in OMF

In Wastewater management
in Public works

In Public Works in
Wastewater Management
Division

In Public Utilities

Dept. Budget

$12,834,353

$11,973,836

$2,439,890

$9,088,868

Bus Ops. FTE

1.5*
1

2

Dept. / Finance FTE
Comments

No Response

Manager spends about 1
week per year on budget

In Finance and Administrative
Services

No Department

No Department

In Career Service Authority

In Human Resources

1

1

Paperwork is done in career
service authority for FMLA
and EEO

EEO/AA only. FMLA and
Catastrophic leave are
handled in several places

OMF Reception / Admin
Dept Organization

Separate Bureau in OMF

Bus Ops. FTE

2*

Dept. / Finance FTE

1

Comments

FMLA/EEO/AA
Dept Organization

Separate Bureau in OMF

Bus Ops. FTE

1*

In Human Resources

Dept. / Finance FTE
Comments

FMLA, EEO and AA are
handled within HR and are not
handled by a specific person
or persons.

* Does not include the Business Operations Manager for the General Fund

Focused Review of the Business Operations Division and CAO’s Office
SMG/Columbia Consulting Group
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General Fund – Business Operations
Portland

Austin

Denver

Seattle

Human Resources
Dept Organization

Separate Bureau in OMF

Separate Dept

In Career Service Authority

Separate Dept

Dept. Budget

$6,113,070

$6,035,856

$2,351,900

$9,441,660

Bus Ops. FTE

1.5*
2

1

7

Dept. / Finance FTE
Comments

Includes work done for subfunds

Purchasing
Dept Organization

Separate Bureau in OMF

In Finance and Administrative
Services

In General Services

In Executive Administration.

Dept. Budget

$3,712,411

$4,667,218

$1,494,600

$3,023,918

Bus Ops. FTE

1.5*
2

2

.30

Dept. / Finance FTE
Comments

Budget amount is for
contracting, which is where
purchasing takes place

Financial Services
Dept Organization

Separate Bureau in OMF

In Finance and Administrative
Services

In Finance and Management

Finance Department

Dept Budget

$9,449,710

$1,875,331

$7,942,200

$3,774,615

Bus Ops. FTE

1.5*

Dept. / Finance FTE

2.75

Comments

1
No Response

* Does not include the Business Operations Manager for the General Fund

Focused Review of the Business Operations Division and CAO’s Office
SMG/Columbia Consulting Group
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Other Business Operations and CAO Units
Portland

Austin

Denver

Seattle

Special Projects & General
Administration
Dept. Organization

Within Business Ops

Bus Ops. FTE

1.5

In City Managers Office

Several depts.

Several Depts.

Department / Finance FTE

.5

Comments

This is a Part-time position

In Community Planning and
Development, Police, and
others.

There are special projects in
many depts.

In Public Works Waste Water
Management

In Public Works

In Public Utilities

Dept / Finance FTEs

1

3

Comments

The Customer Service
Manager performs these
tasks

Utility Customer Service
Audits
Dept Organization

Within Business Ops

Bus Ops FTE

1

Public Information
Dept Organization

Within Business Ops

In Comm. & Public Info

Mayor’s Office

Mayor’s Office

Bus Ops FTE

1

Dept / Finance FTEs

1

2

3

Comments

1 public info officer in public
info office. 15 other
communications personnel
are in 15 out of 30 depts.

Large depts. have their own
info officer. Other depts. go
through PIO in the Mayor’s
Office..

There are 55 total info
officers in a variety of depts.

Focused Review of the Business Operations Division and CAO’s Office
SMG/Columbia Consulting Group
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Portland

Austin

Denver

Seattle

Health Fund Administration
and Policy
Dept Organization

In CAO Office

In HR in Employee benefits

In Career Service Authority

In Personnel, In benefits

Bus Ops FTE

.5

Dept / Finance FTEs

1

0

1

Comments

1 benefits manager does the
benefit cost analysis. There is
no bargaining in regards to
health benefits

No comparable position

Benefits Dir does
bargaining. Cost
projections are done by a
consultant.

Focused Review of the Business Operations Division and CAO’s Office
SMG/Columbia Consulting Group
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Funding Options
TECHNICAL MEMORANDUM FOR THE
FOCUSED REVIEW OF PORTLAND BUSINESS OPERATIONS
Draft – October 12, 2005
I.
II.
III.
IV.

Task Description ...................................................................................................................1
Background and Current Method.......................................................................................1
Discussion of Options ...........................................................................................................4
Recommendations .................................................................................................................8

I. Task Description
As part of the focused review of Business Operations within the Office of Management and
Finance (OMF), the consultant team reviewed the current funding method, identified options,
and developed recommendations for funding the Chief Administrative Officer’s (CAO) Office
and Business Operations. The criteria for evaluating options and developing recommendations
included:
 funding is fair and equitable (equity);
 provides sufficient revenue to sustain operations (revenue sufficiency);
 avoids wide rate fluctuations between fiscal years (rate stability);
 provides ease of understanding for customers (ease of understanding); and
 eliminates or substantially reduces the double counting of funds in Business Operations
and customer budgets (effect on double budgeting).
To develop the funding options, the consultant team built on information that FCS Group
developed for the 2004 Overhead Model Review and reviewed the City’s current method for
funding these functions. We identified potential alternatives and documented the pros, cons, and
impacts as they relate to the criteria established above, resulting in the observations and
recommendations summarized in this technical memorandum.
II. Background and Current Method
Business Operations is the central support organization to the Office of Management and
Finance, consolidating functions from the earlier Office of Finance and Administration and parts
of Risk and the Bureau of General Services. Business Operations is responsible for providing
services on an OMF-wide basis that include:
 Management, support, and coordination for all OMF internal business operations,
 Processing OMF Council items,
 Budget reporting and preparation,
 Accounting and billing support,
 Creation and maintenance of OMF policies,
(425) 867-1802
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 Coordination with Human Resources (HR) on OMF HR issues,
 Five year financial plans for OMF funds,
 Consolidating the five year Capital Improvement Plan,
 Administering the Family Medical Leave Act (FMLA) for OMF, and
 Reporting related to EEO/AA and the sustainable paper policy.
In addition, Business Operations supports the CAO’s office directly by assisting with special
projects, providing backup support, representing the CAO at meetings, and supporting the
Bureau Innovation Plan. They further support Citywide efforts that include the transition of
newly elected officials, commissioners budgets, and handling customers concerns/complaints.
The current funding approach was developed when Business Operations was formed. The
function is entirely funded through transfers from OMF Bureaus and Funds. The method is
intended to capture the full cost of Business Operations and results in double budgeting of costs,
with the costs shown in both the Business Operations budget and as internal charges within the
OMF Bureau/Fund budgets.
The basis for the current allocation of costs to the OMF Bureaus and Funds is described in
general terms as follows:
 Personnel costs are distributed based on the estimated amount of each individual’s time
spent related to each OMF Bureau/Fund function.
 Materials and services budgeted in Business Operations are distributed 90% to Purchases
and Financial Services (the Bureaus that receive General Fund dollars) and 10% to the
other Bureaus. Materials and services includes external costs, such as professional
services and office supplies, and internal costs including charges from internal service
funds related to OMF, such as data processing and facilities. The split is intended to
recognize, in part, that the OMF Bureaus that are internal service funds pay directly in
their own budgets for many materials and services line items.
 Human Resources and information technology-related costs charged to Business
Operations and the CAO are distributed on a full time equivalent (FTE) basis.
 Items that are charged directly to a Bureau are excluded from the allocation.
There are 28 FTEs allocated using the method described above. Of those FTEs, 9 are fully
assigned to one Bureau/Fund only, with 6 additional positions with 75% or more of their time
assigned to a single function. This results in just over half (50.6%) of the FTES with all or a
significant majority of their time assigned to a specific Bureau/Fund. Exhibit 1 on the following
page summarizes the 2005-2006 Business Operations FTE allocations to OMF Bureaus/Funds.
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Exhibit 1: Projected 2005-2006 Business Operations FTE Allocation
Total FTEs >75% Assigned <75% Assigned % >75% Assigned
3.79
1.50
2.29
39.6%
1.21
0.00
1.21
0.00
0.00
0.00
0.00
0.00
0.00
1.55
0.00
1.55
2.40
1.93
0.47
80.4%
0.93
0.00
0.93
6.03
4.73
1.30
78.4%
0.98
0.00
0.98
0.76
0.00
0.76
0.40
0.00
0.40
6.86
5.00
1.86
72.9%
0.42
0.00
0.42
0.50
0.00
0.50
0.40
0.00
0.40
1.70
1.00
0.70
58.8%
0.07
0.00
0.07
28.00
14.16
13.84
50.6%

Financial Services
Purchases
Debt
Treasury
Human Resources
Vehicle Services
Printing/Distribution
Facilities
Parking
Risk
Health
BTS
Spectator Facilities
PIO
Water/Env CIS
Customer Services
ERP
Total Allocated FTEs

The results of the allocation process for 2005-2006 are summarized in Table 2, with the
Bureau/Fund budgets and FTEs summarized for reference.
Exhibit 2: 2005-2006 Business Operations Cost Allocation
Projected 2005-2006 Business Operations Cost Allocation

Intrafund
Financial Services
Purchases
Debt
Treasury
Human Resources
Interfund
Vehicle Services
Printing/Distribution
Facilities
Parking
Risk
Health
BTS/BIT
Spectator Facilities
Other
PIO
Water/Env CIS
Customer Services
ERP
In Budget
BGS Administration
City-wide Projects
Total Allocation

Bus. Ops

%

Total

2005-2006 OFM Budget

CAO

%

%

$125,215
44,407
0
0
48,624

31.6%
11.2%
0.0%
0.0%
12.3%

$783,866
387,190
16,549
15,283
217,824

19.7%
9.7%
0.4%
0.4%
5.5%

$909,081
431,597
16,549
15,283
266,448

20.7%
9.8%
0.4%
0.3%
6.1%

$9.292
3.789
0.000
0.000
6.788

4.7%
1.9%
0.0%
0.0%
3.4%

58.88
31.00
0.00
0.00
55.00

9.1%
4.8%
0.0%
0.0%
8.5%

7,314
5,711
8,411
9,328
5,492
43,152
47,918
26,135

1.8%
1.4%
2.1%
2.4%
1.4%
10.9%
12.1%
6.6%

330,944
123,319
630,741
98,094
101,820
46,098
856,331
23,794

8.3%
3.1%
15.8%
2.5%
2.6%
1.2%
21.5%
0.6%

338,258
129,030
639,152
107,422
107,312
89,250
904,249
49,929

7.7%
2.9%
14.6%
2.4%
2.4%
2.0%
20.6%
1.1%

$18.774
6.233
30.017
0.000
10.971
43.358
39.489
0.000

9.5%
3.2%
15.2%
0.0%
5.6%
22.0%
20.0%
0.0%

76.00
26.00
36.00
0.00
22.00
7.00
196.43
0.00

11.8%
4.0%
5.6%
0.0%
3.4%
1.1%
30.4%
0.0%

0
15,267
9,303
36

0.0%
3.9%
2.3%
0.0%

61,994
50,329
233,611
10,527

1.6%
1.3%
5.9%
0.3%

61,994
65,596
242,914
10,563

1.4%
1.5%
5.5%
0.2%

$0.000
0.000
13.507
0.000

0.0%
0.0%
6.8%
0.0%

0.00
0.00
109.40
0.00

0.0%
0.0%
16.9%
0.0%

$0
0.0%
$0
0.0%
$0
0.0%
$0
0.0%
$0
0.0%
$0
0.0%
$396,313 100.0% $3,988,314 100.0% $4,384,627 100.0%

$5.949
9.254
$197.421

3.0%
4.7%
100.0%

3.00
25.00
645.71

0.5%
3.9%
100.0%

Business Operations
Grand Total
Summary
Intrafund
Interfund
Other
In Budget
Total Allocation

Budget $ M

%

4.707
$202.128
CAO
%
Bus. Ops
%
Total
%
$218,246 55.1% $1,420,712 35.6% $1,638,958 37.4%
153,461 38.7% 2,211,141 55.4% 2,364,602 53.9%
24,606
6.2%
356,461
8.9%
381,067
8.7%
0
0.0%
0
0.0%
0
0.0%
$396,313 100.0% $3,988,314 100.0% $4,384,627 100.0%
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Budget $ M
$19.869
$148.842
$13.507
$15.203
$197.421

FTEs

%

28.60
674.31
%
10.1%
75.4%
6.8%
7.7%
100.0%

FTEs
144.88
363.43
109.40
28.00
645.71

%
22.4%
56.3%
16.9%
4.3%
100.0%
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There are several observations and perceptions related to the existing method:
 The time estimates are not based on any timekeeping or historical sampling, but rather
based on prospective estimates.
 The current spreadsheet carries out the allocation in a very detailed manner, however the
allocation basis (time) represents self-reported best estimates, which by nature are
imprecise.
 The resulting charges are not well understood by the receiving departments.
 The current method, in essence, performs an overhead cost allocation of Business
Operations to what are essentially overhead and support functions (OMF Bureaus/Funds),
which are then subsequently charged out, either as part of the City-wide allocation or
internal service fund charges. This approach results in costs being reflected at least twice
in the budget (once in Business Operations and once in the functions receiving
allocations) and sometimes three times for those costs subsequently allocated as part of
the City overhead to the internal service funds.
 The current approach treats the CAO’s office as a support function to OMF, while in fact,
much of its activities support City-wide services and initiatives (this is also true to a
lesser extent in some of the Business Operations functions).
III. Discussion of Options
Four options for funding these functions were identified for consideration:
 Option 1: Continuing with the current method (status quo),
 Option 2: Directly budgeting assigned staff in functions served and allocating the
remainder as part of the City overhead,
 Option 3: Allocating both the CAO and Business Operations as part of the City
overhead, and
 Option 4: Hourly billing for services.
Each option is evaluated below in relation to the established criteria.
Option 1: Continuing with the current method (status quo)
Pros:
 Method and tools are currently in place.
 Allocations recover desired revenues, but may be volatile based on changes in estimated
time allocations.
 Attempts to approximate the level of effort devoted to supporting each function.
Cons:
 Is not well understood or accepted by “customers”.
 Appears to be precise, but in fact is based on estimates that are not based on specific data.
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Impacts:
Equity: One of the factors driving this evaluation is perceived inequities in the current method.
By maintaining this approach, this perception might persist and could only be addressed through
further education of users. Furthermore, as identified in the 2004 Overhead Model Review, the
use of time estimates has been a persistent cause of equity concerns related to the City-wide
allocations. If the use of staff time continues to be the most desired basis for cost allocation,
institution of some level of historical tracking or periodic, short-term time studies may at least
address one part of the underlying equity concern.
Revenue Sufficiency: The current method ensures adequate revenue recovery by fully allocating
budgeted costs and budgeting requisite interfund transfers.
Rate Stability: The level of charges to any one function is dependent on the underlying time
estimates. Assuming that those estimates remain relatively consistent, the charges should be
stable. However, changes in those estimates, even if intended to recognize actual shifts in
workloads, could result in volatility of the charges experienced by each function served.
Ease of Understanding: As discussed earlier, there are two major impediments to “ease of
understanding” of the current method: the prospective estimates of time and the apparent level
of detail in the allocation spreadsheet. Further documentation of the basis for the time estimates
might assist with that element and selected redesign of the spreadsheet could simplify the
explanation of the approach.
Effect on Double Budgeting: The double budgeting effect of the current approach is driven by
the budgeting convention of allocating Business Operations and the CAO’s office as the
overhead functions to OMF, which in turn provides overhead and internal services to the City as
a whole. This process results in the cost appearing twice, once as the Business Operations
budget and a second time as interfund (and intrafund) charges to other OMF functions. Two
potential approaches to minimizing or eliminating this effect were identified:
 Explore the possibility of reflecting the transfers to fund Business Operations as “contra
expenses”, netting the Business Operations budget to zero. The feasibility of this option
is dependent on whether an appropriate accounting mechanism could be identified
consistent with the Oregon governmental accounting standards.
 Manage the Business Operations budget off line and budget the allocated costs directly
into the service functions.
Both of these approaches might be applied to differing degrees within each of the funding
options.
Option 2: Directly budgeting assigned staff in functions served and allocating the remainder
as an overhead allocation within OMF or as part of the City overhead.
Pros:
 Eliminates double budgeting for directly assigned staff.
 Formalizes the level of resource assigned directly to serving each function.
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Cons:
 May make establishing consistency in practice more difficult by assigning budget
accountability to the service function rather than Business Operations.
 Complicates management and accountability by splitting activities among several
functional areas.
 May create impediments to cross training and cross utilization of resources.
Impacts:
Equity: Direct budgeting of staff assigned to specific areas might improve the perception of
equity by clarifying what level of direct support that function should expect to receive.
Remaining Business Operations/CAO functions would still be allocated, but support of Citywide activities could be allocated separately through the City Overhead model (this concept is
discussed in more detail under Option 3).
Revenue Sufficiency: The level of revenue received would be determined as part of the budget
process, similar to current practice.
Rate Stability: The level of directly assigned support would be agreed upon in advance, which
could promote rate stability depending on the method used to allocate the remaining Business
Operations costs.
Ease of Understanding: The level of service and costs for the directly assigned staff could be
formalized in an internal service agreement. The basis for allocating remaining costs might be
simplified, as discussed further under option 3.
Effect on Double Budgeting: Approximately half of the costs currently “double-budgeted”
would be shown directly in the function served (see Exhibit 1, with 50.6% of FTEs are currently
at least 75% assigned to specific functions). To the extent that City-wide support functions
provided by Business Operations and the CAO were moved to the City Overhead Model, these
functions would be allocated to the direct service providers rather than allocated to OMF
function first, eliminating some additional double counting.
Option 3: Allocating both the CAO and Business Operations as part of the City overhead.
Pros:
 May simplify the allocation process by creating several “cost pools” that can be assigned
based on selected allocation factors.
 Recognizes that the primary Business Operations/CAO functions are support services and
therefore lend themselves to allocation.
 Provides a mechanism for separating City-wide support functions from OMF support
functions and allowing them to be allocated on different factors.
Cons:
 May be perceived as a “less measurable” approach to cost recovery.
 Does not necessarily facilitate agreement on service levels to be provided.
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Impacts:
Equity: This approach recognizes that direct measurement of service provided may not be
feasible for support functions, necessitating application of a factor related to relative demand or
benefit for allocating costs. While this approach may not improve equity from the current
method, it would simplify the process and could be based on more directly available measures
rather than prospective estimates of time.
Revenue Sufficiency: The level of revenue to be recovered would be established as part of the
budget process.
Rate Stability: As with the current City Overhead Model, the stability of charges is dependent
on the stability of the allocation measures selected (this concept is discussed in detail in the 2004
Overhead Model Review report). For the management functions, factors such as FTEs might
result in reasonable and stable allocations. For City-wide activities provided by Business
Operations and the CAO, factors might be selected that spread the costs among the operating
departments similar to other related overhead, such as the factors applied to the City Council.
Ease of Understanding: The mechanics of the allocations would be similar to the City Overhead
Model allocations, so the ease of understanding would be dependent on the current
understanding of that process. As recommended in the 2004 study, a process for promoting
understanding to the current City-wide process would also serve the purpose of promoting
understanding of this element. This approach might be perceived as less accurate, to the extent
that there continues to be discomfort with the process of allocation in general.
Effect on Double Budgeting: This approach would eliminate the double budgeting within OMF
by allocating directly through the City Overhead Model, as well as the potential for triple
budgeting of some costs allocated to the internal service funds and charged to the operating
departments.
Option 4: Hourly Billing
Pros:
 Generally seen as the most equitable way to reflect the costs of service.
Cons:
 Administratively cumbersome and potentially costly, requiring development and
management of a billing system.
 Can be controversial, requiring individuals to defend how time was spent.
 Could result in under-recovery if “billable” hours objectives are not achieved.
 Likely to be volatile.
Impacts:
Equity: While hourly billing might improve perceived equity, the concept of equity needs to be
weighted against the cost and burden of achieving that equity (this concept was discussed in
detail in the 2004 Overhead Model Review). Because the functions at hand are supporting in
nature, they may not lend themselves to detailed time reporting and the cost of implementation
might outweigh perceived improvements in equity.
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Revenue Sufficiency: Billing hourly would necessitate the establishment of hourly billing rates
on an assumed number of “billable” hours available. If the level of billable hours is not
achieved, actual revenues would fall short of costs.
Rate Stability: While billable rates could be set in advance, the number of hours billed to each
function might be hard to estimate for budgeting purposes and may vary based on actual needs.
Payments could be volatile from budget estimates and from year to year based on these factors.
Ease of Understanding: While the direct billing concept is relatively easy to understand, a
different type of confusion may ensue due to perceived value of services versus hours billed. A
direct billing process would reinforce the need for agreement on scope and budget for services to
be provided to help mitigate this risk.
Effect on Double Budgeting: It might be difficult to eliminate the double budgeting under this
approach given the need to establish a concrete basis for the hourly rates. However, the “contra
expense” approach identified under option one could still be considered, but the direct budgeting
to service departments would be complicated, requiring budgeting based on estimates and
adjustments based on actual time spent.
IV. Recommendations
Based on this summary-level review, the consultant team recommends transition to Funding
Option #2, with the following steps to be considered:
 Adopt a modified approach to funding Business Operations and the CAO based on
directly assigning selected resources to the OMF functions where they are providing
service and allocating remaining resources as part of the City Overhead Model.
 Within the City Overhead Model, allocate the City-wide Project costs as a separate cost
pool to be borne by all City functions rather than just OMF Bureaus/Funds. One option
might be to allocate these costs similar to the City Council-related costs.
 Within the City Overhead Model, allocate Business Operations management as a separate
cost pool, either using an allocation factor such as assigned FTEs or based on an
interagency agreement, that recognizes the level of agreed upon direct service provided.
 Within the City Overhead Model, create a cost pool for Business Operations functions
that provide general benefit to OMF Bureaus/Funds, and consider an allocation basis
related to budget, adjusted for extraordinary line items (such as benefits costs in the
Health Fund).
 To eliminate double budgeting within OMF, consider directly budgeting the remaining
allocated Business Operations costs, with either an offline budget for Business
Operations or use of a “contra expense” concept to recognize interfund revenues. Note
that this change will only impact the double budgeting of Business Operations within
OMF, not the similar effect that the City Overhead Model creates by allocating budgeted
support costs to operating departments.
While creating a new allocation was outside the scope of this task, there should not be significant
effort required to modify the City Overhead Model to accommodate additional cost pools. In
selecting allocation factors and making related adjustments, candidates should be evaluated
(425) 867-1802
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based on ease of maintenance, stability, and relationship to service or benefit, as discussed in
greater depth in the 2004 Overhead Model Review Final Report.
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BUSINESS OPERATIONS
OFFICE OF MANAGEMENT & FINANCE

STRATEGIC PLAN FINAL DRAFT
MISSION AND VALUES STATEMENTS
Mission
We provide leadership and direction to directly support the administrative, operational, and
policy needs of the Directors and staffs of Office of Management and Finance Bureaus and
Divisions. We add value by enhancing their ability to provide superior service.
We assist the Chief Administrative Officer in the exercise of his citywide duties. We add
value by establishing best practices, applying conscientious stewardship of the public’s
resources, and providing strategic and pragmatic advice.
Values

In Business Operations, we. . .
1)
2)
3)
4)
5)
6)
7)
8)
9)
10)

Strive to deliver consistently excellent customer service
Collaborate and coordinate to reach superior solutions
Act with integrity and accountability
Think and act strategically from a citywide perspective
Perform advanced planning
Perform due analytical diligence, providing options and recommendations
Demonstrate professionalism and dedication
Embrace diversity and respect multiple perspectives
Respect the natural environment and practice sustainability
Value employee growth and development and a positive work environment

SWOC ANALYSIS
This document summarizes findings from internal assessments and interviews with clients
and stakeholders exploring Business Operations’ strengths, weaknesses, opportunities and
challenges in four areas: customer service, employee growth and development, internal
processes, and finance.
STRENGTHS
Customer Service Strengths
The Business Operations team is distinguished by its strong understanding of and
commitment to customer and public service. Team members value and work to maintain
strong relationships with other Management & Finance bureaus and divisions, as well as all

OMF Business Operations Strategic Plan - 2/15/2006

Appendix E - 2

stakeholders, clients, and customers. In addition, the Team strives to understand the business
practices of OMF customers citywide and to assist OMF bureaus and divisions with their
customer service problem solving needs.
Customer service strengths include timely and responsive communications, flexibility to
meet changing demands, effective problem solving, a corporate approach, and a positive
attitude. These attributes are recognized by clients and stakeholders who refer to Business
Operations as a dependable “Go To” team.
Employee Growth and Development Strengths
Business Operations employees embody a diverse pool of skills and talents appropriate to
client needs. Employees work as a team to accomplish objectives, creating a positive
working environment that is open to learning and collaboration. The team, as a whole, has
the knowledge, skills and abilities necessary to carry out its mission and is encouraged by
leadership to think strategically and see the big picture.
Internal Processes Strengths
Business Operations is guided by strong leadership in pursuit of continual improvement in its
business processes and services. The Business Operations team has systems in place to
respond promptly and efficiently to client needs and respond to increased demand within
existing resources. Strong institutional knowledge across the team, coupled with keen
forecasting, analytical and planning skills, are an asset in meeting problem solving needs of
clients.
Financial Strengths
A citywide perspective as well as strong knowledge of and accountability to financial
policies and regulations makes the Business Operations team cost conscious, productive, and
efficient in its stewardship of public resources.
WEAKNESSES
Customer Services Weaknesses
As a new organization, Business Operations has not yet established its identity, and therefore
value, to its stakeholders and clients. There is a lack of understanding of the Business
Operations team’s roles and regulatory constraints among clients. Additionally, activities
take place without adequate communication or clarification to clients, diminishing the
transparency of our operations. Customer service skills and training are not uniform across
the team.
Employee Growth and Development Weaknesses
The Business Operations team suffers from insufficient time to ensure adequate training to
maintain skills and knowledge over time. Documentation on policies and procedures is
lacking as is information about external decisions and processes that impact the team’s
responsibilities and activities. There are limited opportunities for advancement within the
Business Operations team itself. The team also lacks opportunities for cross-training and
team building which would facilitate greater understanding of the team’s diverse perspectives
and knowledge.
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Internal Processes Weaknesses
As are other organizations citywide, Business Operations is hindered by an antiquated
accounting system. Some internal processes are not yet automated, slowing productivity.
Lack of standardization across Business Operations in internal process and procedures causes
inconsistent communications and results for clients and stakeholders. Delays and difficulties
in receiving feedback and guidance from decision-makers and slow information flows from
leadership can hinder timeliness and effectiveness. Competing priorities and lapses in policy
direction combined with substantial workloads sometimes leads to inconsistencies in work
product.
Financial Weaknesses
Lack of communication about and employee involvement in major initiatives and fiscal
decisions reduces staff’s ability to effectively problem solve and manage financial
responsibilities. Enforcing policies and regulations may result in greater costs, compounding
fiscal constraints and client concerns. Team tends to focus on rates and financial details,
sometimes at the cost of policy analysis and improvements. Large volumes of paper waste in
certain processes raises a question of good financial practices.
OPPORTUNITIES
Customer Service Opportunities
In order to continue to strengthen relationships in Management & Finance and citywide,
Business Operations has the opportunity to clarify its role and stress its value to clients and
stakeholders. Technology tools, particularly new tools such as BRASS and PortlandOnline
offer opportunities to increase information sharing and service delivery. Likewise, Business
Operations’ central role in replacing IBIS with an Enterprise Resource System provides an
opportunity to encourage and guide financial process improvements citywide. Customer
service training would enhance the organization’s ability to balance client demands with
policy requirements. The organization is seen as a valuable asset by many stakeholders; this
creates an opportunity to provide leadership through setting standards and engaging in
process improvements. As problem solvers, this team can provide proactive strategic
assistance to Management & Finance bureaus and divisions.
Employee Growth and Development Opportunities
New technological tools will advance the team’s technical skills. Business Operations’
proven ability to assist other organizations (e.g., POEM, etc.) provides the opportunity to
expand the array and types of services we provide to others and further develop employee
skills and abilities. The substantial capacity of staff, in skills and institutional knowledge,
provides an in-house resource for cross-training and mentoring. Turnover due to upcoming
retirements may provide opportunities for advancement.
Internal Processes Opportunities
Business Operations can expand its leadership role in developing and setting policy within
Management & Finance. Enhancing our communications processes and proficiency would
assist in this effort. Implementation of BRASS and upcoming IBIS replacement will provide
opportunities to improve and automate financial processes. Activities undertaken through
this strategic planning effort, including Meyers Briggs analysis and team-building, could be
augmented to increase team problem solving abilities and collaboration among staff. The
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team’s leadership role in the development of OMF policies and procedures presents the
opportunity to continually evaluate and improve business processes.
Financial Opportunities
Despite limited financial resources, major organizational, technological, and political
changes on the near horizon offer opportunities to further streamline our systems and
communicate our value as an organization. Our past experiences with resource saving
improvements can be built upon and expanded to other areas of the Office of Management &
Finance and the City to assist with overall resource challenges. Assessment of job functions
and operational structure could provide opportunities to increase effectiveness and
organizational efficiency.
CHALLENGES
Customer Service Challenges
We anticipate continued resource limitations and internal/external pressure to reduce
administrative costs. It will be increasingly important to communicate and educate others
about Business Operations’ role and value in order to maintain the stability to continue
excellent service delivery. Business Operations staff members are proven problem solvers
but are often not brought in before situations become crises. This decreases our ability to
exercise our expertise and our effectiveness. On those projects which we lead, the ability to
balance customer service with regulation and stewardship will challenge us. Decisions from
external stakeholders and clients can increase pressure on Business Operations and challenge
current policy direction, impacting our ability to meet customer demands.
Employee Growth and Development Challenges
Upcoming retirements will result in loss of institutional memory if we do not capture this and
educate the remaining team members in advance. Coupled with lack of time for technical
training as well as team-building, increased financial and service pressures are taking a toll
on employee morale. Keeping abreast of technological, financial, and policy changes will be
critical to maintaining a strong team and team morale.
Internal Processes Challenges
Stabilizing our own processes and practices across Business Operations is crucial to
maintaining our value as an organization. Potential changes on City Council and in the OMF
Leadership Team could make it increasingly difficult to attain that stability. Major
technological changes will challenge us to improve our processes while learning new skills.
Lack of consistent business practices in client bureaus and divisions will continue to
challenge our ability to provide consistent service delivery in the face of competing
objectives (e.g., accuracy vs. speed).
Financial Challenges
Financial constraints will prolong the pressure to become more efficient and reduce costs
while providing consistent and/or increased service. Technological changes with BRASS
and an ERP will require us to reexamine our budget production and accounting processes.
Our role in ensuring compliance with financial requirements can lead to clients seeing us as
enforcers rather than as a resource. This is exacerbated by perceptions that we “play
financial games,” caused by lack of understanding of our processes and roles.
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SUMMARY OF KEY ISSUES FROM SWOC ANALYSIS
Customer Service
Communicating and educating Business Operations’ clients and stakeholders regarding the
organization’s role and value is a critical issue at this time. With financial constraints still a
major citywide challenge, the team’s ability to ensure it provides valuable services and is
able to meet increased service demands without the need for additional resources is key.
Employee Growth and Development
Staff training and development is an ongoing need. Even where financial resources exist for
this, time limitations need to be addressed in order to address that need. As a new
organization, significant opportunities exist to increase staff collaboration and enhance team
building and employee morale.
Internal Processes
The successful implementation of new technologies and systems is a strength of this team
which will be a challenge to sustain throughout implementation of new budgeting and
accounting software systems and continued development of Internet systems. Clarifying and
ensuring policy and operational consistencies for OMF is a need for which this team is in a
unique position to provide support and guidance.
Financial Management
Continuing to exercise sound fiscal management and judgment in financially difficult times
will be a signature challenge this team will face. The team has strength to draw upon and
expertise to offer in creating efficiencies and financing opportunities.

STRATEGIC DIRECTIONS
Based on input gathered from our stakeholders and employees and analysis completed during
this strategic planning process, Business Operations will pursue the following five strategic
directions:
#1 - Clearly communicate our role and the value we add to our customer and clients
#2 - Provide employee training/development opportunities along with tools for ensuring
good customer service while fulfilling compliance/enforcement role
#3 - Continue to clarify and evaluate service levels, delivery and charges
#4 - Look for additional service efficiencies both within and outside Biz Ops
#5 - Successfully implement new technologies and systems
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BUSINESS OPERATIONS STRATEGIC ACTION PLAN

Strategic Direction #1:

Clearly communicate our role and the value we add to our customers and clients
Action Item
Develop an internal communications plan
Develop an external communications plan
Report progress on OMF & Business Operations plans for
quarterly Budget Monitoring Process
Develop Annual Business Operations Work Plan

Assigned to:
Laurel Butman
Laurel Butman, Mary Volm
Andrew Scott & Aaron Beck
Tom Feely, Laurel Butman

Due Date
6/30/06
6/30/06
Ongoing,
quarterly
6/1 annually

Strategic Direction #2:

Provide employee training/development opportunities along with tools for ensuring
good customer service while fulfilling compliance/enforcement role
Action Item
Implement Focused Review recommendations for
streamlining our work processes
Include training & development plans in annual Business
Operations employee performance evaluations
Ensure all Business Operations employees receive
customer service training
Complete & maintain OMF policies & procedures

Assigned to:
Business Operations
Leadership Team
Tom Feely & supervisors

Due Date
Into Work
Plan by 6/1/06
Into Work
Plan by 6/1/06

Andrew Scott, Liz Mitchell

6/30/06

Laurel Butman

6/30 annually

Strategic Direction #3:

Continue to clarify and evaluate service levels, delivery and charges
Action Item
Track & report on Business Operations performance
measures established in this Strategic Plan
Establish ongoing customer feedback procedures to gather
data on our service performance
Undertake a Focused Review
Develop and maintain Service Level Agreements

Assigned to:
Business Operations
Leadership Team
Tom Feely, Laurel Butman
Tom Feely
Leadership Team

Due Date
See Budget &
MFR cycles
Annually by
9/30
Complete
Ongoing

Strategic Direction #4:

Look for additional service efficiencies both within and outside Biz Ops
Action Item
Establish consistent process for early problem
identification and resolution
Participate in Bureau Innovation Project on interagency
agreements and implement recommended improvements
Identify opportunities to pilot and stay on cutting edge by
participating in/leading planning and implementation
committees & include in annual work plan
Establish baseline service costs and standards to ensure
continual improvement
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Due Date

Tom Feely

6/30/06

Tom Feely, Aaron Beck

Into Work
Plan by 6/1/06

Business Operations
Leadership Team

Ongoing

Focused Review

1/1/06
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Strategic Direction #5:

Successfully implement new technologies and systems & participate in citywide
system development initiatives on behalf of OMF
Action Item
Establish OMF-wide technology committee
Manage OMF-wide Diversity Development,
EEO/Affirmative Action, and Sustainability efforts as well
as overall Strategic & Work Plans
Ensure OMF is a lead organization in ERP implementation
Identify new opportunities for active participation in
implementation of new systems for annual work plan
Proactively participating in MFR, Bureau Innovation
Projects, and eVolvement implementation
Continue to take a lead role in PortlandOnline
implementation for OMF

Assigned to:
Andrew Scott
Tom Feely
Aaron Beck, Andrew Scott
Tom Feely

Due Date
3/31/06
Annual
Updates by
6/30
Ongoing
Annually by
6/1

Business Operations
Leadership Team

Ongoing

Laurel Butman

Ongoing

BUSINESS OPERATIONS PERFORMANCE MEASURES
Workload
 Annual number of AP invoices processed
 Average number of invoices processed/AP
 Number of FMLA requests processed/year
 Number new special projects /year
 Number OMF recruitments managed/year
Effectiveness
 Total budget managed annually
 Total number of funds managed annually
 Annual dollar amount of IA billings/year
 Percent of customers satisfied with service timeliness and quality
Efficiency
 Annual number of AP processed/number of Business Operations accountants
 Average OMF employees/timekeeper
 Number OMF employees/Business Operations employee
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