MEMORANDUM

Date: July 31, 2009 Ma%’
From: Greg C. Gaskins, Finance KBE :

To: Ruffin Hall, Budget & Evaluation E
Subject Finance FY10-11 Final Strategic Operating Plan

Finance is pleased to submit its FY2010-11 Final Strategic Operating Plan (SOP). The details
relating to Finance’s SOP are either attached or may be found in the budget system. Should any
elements of our FY2010-11 Final SOP prompt questions, we would be please to go into greater
detail with you or your staff.

Attachments
cec: Bill Parks
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INTRODUCTION

The services delivered by Finance may be classified in one of two separate but related categories:

e Chief Financial Officer-related. As the City’s Chief Financial Officer, the Finance Key
Business Executive provides ongoing as well as situation-specific policy support to the City
Manager and serves as the main point of contact for all finance-related matters including
issues related to economic development initiatives. The Finance KBE draws on the skill,
knowledge and ability of his staff in providing this comprehensive range of financial services
to the City Manager and his key staff.

e Key Business Executive-related. The Finance Key Business Executive provides leadership
to the Finance Key Business Unit to ensure that all departmental activities and services are in
alignment with and in full support of Council and Manager Policies. In delivering these
services, Finance is committed to enabling the work of its customers while observing the
significant compliance requirements that are prescribed by NC general statutes concerning
the care of public moneys and the maintenance of records.

As reflected in the diagram below, alignment with corporate objectives continues to be central to
Finance’s management strategy. Finance considers strategic planning to be a continuous process
that must be effectively linked to implementation in order to be successful. Using the premise
that all work can be classified as a project or a process, the alignment and linkage concept is a
tool that helps employees understand their role in implementing corporate strategy. From a
strategic planning perspective, the alignment and linkage concept helps identify strategic issues
and ensures that only processes and projects which align with corporate strategy are selected for
implementation. From an implementation perspective, the alignment and linkage concept helps
ensure that processes and projects are planned and managed effectively and efficiently.

Alignment and Linkage Diagram:

City Strategy /! SOP
Corporate Scorecard/Council Focus Areas

Annual Strat_egy
Planning Policy
Finance Strategy / SOP
Division-Level Strategic Plans
Balanced Scorecard /Link to Corporate Scorecard (BSC)
Project Portfolio Process Portfolio
Active Projects - Link to BSC Core Processes - Link to BSC Pr acesses
Weekly Inactive Projects- Link to BSC Other Processes - Link to BSC Projects
Planning Discovery List
Potential Project List Measures
Weekly Work Plans
(Project Fortfolio, Process Portfolio, Critical Task List)
Daily People
Planning
Rewards
Recognitions




INTRODUCTION - continued

As in previous years, continuous improvement is a key management strategy that is reflected
throughout Finance’s SOP. Although strong performance has been delivered and significant
achievements have been realized in the past, Finance is committed to continuously looking for
ways to move to the next level. Finance’s FY10-11 SOP has been designed to serve as the road
map for moving to the next level. While various strategic alignment components are considered
in the planning process, Finance focuses on the following areas:

Strategy. Complete alignment involves planning from the top-down and from the bottom-up
and it translates to making decisions that ensure the services provided and the products
offered enable the work of and meet or exceed the needs of the customer. A key element of
complete alignment involves the Finance Leadership Team (LT) meeting semi-annually with
the City Manager to discuss his Finance-related objectives and expectations. Complete
alignment is further perpetuated by the Finance LT as it meets regularly to track and monitor
its progress toward City objectives. In addition, complete alignment includes bottom-up
planning meetings with front-line employees who identify opportunities for enhanced service
delivery as well as issues that need to be addressed so that these can be properly prioritized
and implemented as part of the process management and project management methodology.
People. Finance must have a sufficient number of personnel and they must have the
competencies, resources, training and strengths needed for the successful execution of
processes and projects. Skills and attitudes must support goals; activities must be prioritized;
goals must be realistic and attainable; and roles and responsibilities must be clearly defined.
Finance recruitment and retention efforts will reflect the importance of diversity, and the
development of a skilled and diverse work-force.

Process. In order to ensure alignment, Finance must have a thoroughly documented
inventory of its processes and fully understand the customers’ needs as well as the products
or services delivered. With respect to its core processes, a systematic process management
approach is utilized that captures key metrics for use in process improvement activities.
Project. In order to ensure alignment, Finance must identify, evaluate, prioritize, and pursue
projects that provide needed products to customers or improve essential processes. A
systematic project management methodology is used to ensure successful project
implementations and to facilitate continuous imiprovement.

Rewards and Recognition. Rewards and incentives must be tied to the achievement of key
targets, and PRDs and merit increases must reflect successful achievement of goals.
Measures. In order to improve the quality of service delivery, project and process measures
must be a part of daily operations, metrics must be captured and analyzed, and the appropriate
actions must be taken. Finance strives to use logical measures that are “SMART™: Specific,
Measurable, Actionable, Relevant and Timely.

A summary of the budget and positions allocated to Finance for FY2010 is provided below:

FUND FY10 FY10
AMOUNT POSITIONS
General Fund $ 8,756,908 79
Risk Management Fund $ 2,831,686 27
Total $ 11,588,594 106




VISION

In looking to the future, Finance sees a City that must have:

A strong, well-balanced and diversified business environment
A vibrant center city that fosters the growth of its business and residential components
Strong neighborhoods that attract and retain a diversified population
Great government, i.e., one that:
o Is ethical in appearance and in fact
Meets needs
Solves problems
Is forward looking
[s efficient
[s effective
Provides value in the services it delivers to its customers

0O 00O0O0O0

Although first articulated more than 10 years ago, Finance’s vision remains completely valid and
applicable today:

“Quality employees providing quality service”

Finance employees are committed to working in direct support of and in complete alignment with
the City’s corporate objectives. Diversity is a strength that will be leveraged to help us achieve
alignment. A major goal of our SOP is to ensure that the actual work done by our employees
aligns with the corporate strategy. In doing so, our employees will continue to contribute
positively and measurably to the elements listed above.



MISSION STATEMENT

Achievement of the Finance vision is best understood by examining the “what, who, when and
why” of the Finance Strategic Planning and Implementation Model. The Finance Strategic
Planning and Implementation Model embodies the Finance Mission: “Empower, train and
support Finance employees to provide ever-improving services to the public and other employees
by listening to the voices of customers, processes and employees.”

WHAT: The Finance Strategic Planning and Implementation Model is a long-term, flexible
management strategy that will guide the Finance Key Business Unit to significant improvements
in service delivery by focusing on both processes and on projects.

e When focused on “process,” the strategy begins by identifying what we do and who
our customers are. The strategy then calls for Finance to interact extensively with
new and existing customers to ensure that their needs are being met and to confirm
that Finance is enabling their efforts. As part of this process, Finance determines if
new products and processes are needed. Processes are evaluated on an ongoing basis
to determine if they should be improved or eliminated.

e  When focused on “projects,” the strategy prompts the initiation of those that support
the Finance Strategic Operating Plan. Detailed project plans are developed to ensure
successful implementation and to leverage resources. Projects that will provide
enhanced products or improve processes or enable the work of customers and that are
in alignment with the Finance Strategic Operating Plan are pursued. As important,
those projects that fail the alignment test are not pursued.

WHO: The Finance Strategic Planning and Implementation Model has been designed — and is
being implemented - as a management strategy that will provide a roadmap for use by all levels
within the Finance organization. Full implementation of the Model will concurrently benefit our
external and internal customers by putting into the hands of Finance personnel the tools they need
to provide enhanced levels of service delivery.

WHEN: The Finance Strategic Planning and Implementation Model is in place and functioning.
As a flexible and dynamic management strategy it will evolve over time in response to changes in
the City’s strategy, vision and corporate objectives. At all times, however, the Model will be in
complete alignment with and in full support of the City’s corporate vision and mission.

WHY: As pointed out in the “Introduction,” while the delivery of the services provided by
Finance has been the subject of frequent reviews over the years, it is strongly believed that a more
focused and intensive approach is essential if Finance is to move to the next level. The Finance
Strategic Planning and Implementation Model has been developed to provide unity of effort as we
strive to enhance the quality of services we provide.



KEY ISSUES AND CHALLENGES

CHALLENGES WITH COMMUNITYWIDE IMPACT. Lead responsibility for the challenges
with community-wide impact appropriately rests with the “Chief Financial Officer” role as addressed
in the Introduction.

e Completion of Major Financings. The ongoing process of pursuing and successfully
accomplishing major financings in support of the City’s capital program will continue to be an
important priority. Under the current economic situation, the ability of the City to maintain its
AAA credit is critical to the continued success of the debt management program.

e Support of Economic Development Strategy. The incorporation of broad-gauged, seasoned
financial expertise in support of the economic development strategy will be central to the
achievement of the City’s corporate objectives in this major focus area.

e Customer Data Security Compliance. Payment Card Industry (PCI) standards are mandatory
security requirements that must be met for the City to be able to continue to accept credit cards.
Payment Application Data Security Standards (PA-DSS), which was formerly called Payment
Application Best Practices (PABP), is an industry security requirement propagated by VISA. All
current and future internet credit, debit and charge card transactions must be compliant with PCI
security standards and the PA-DSS guidelines. In addition, new State statutes require the security
and confidentiality of customer sensitive data from both a user and system perspective, and some
systems will need to be upgraded in order to achieve compliance with these requirements.

e CATS Risk Entity. We have introduced the concept of a separate trust and risk financing plan
for mass transit exposures. Finance has already begun work on legal documents needed to
establish this trust and a separate actuarial report for CATS exposures is complete. Administration
of this separate fund, and its burgeoning risk exposure, will bring work load challenges to our
current resources.

e Charlotte Vehicle Operations Center (CVOC). CVOC has been very successful and is now
overbooked through the next year. This high utilization has brought strong reduction in accident
rates, especially in CMPD. It has also brought wear and tear to the facility and the maintenance
costs are going to be another major challenge. The temporary building on site is failing and needs
to be replaced with a permanent structure. Time and inflation have raised the cost of the
permanent building from the original $450,000 to $750,000. The Skid Pad, a specially designed
surface for special skid/slide training, is also deteriorating and needs repair.

CHALLENGES WITH “INTERNAL/INTRA CITY” IMPACT. Lead responsibility for those
challenges that are primarily “internal” and “intra city” in nature appropriately rests with the “Key
Business Executive” role as addressed in the “Introduction.” The primary challenges that fall into this
category are summarized below:

* Financial System Strategy. The current budget situation including inability to add FTE’s
magnifies the challenges in continuing of our efforts to refine the new strategy approved by the
Senior Business Team (SBT). Two separate TPET submittals were prepared for the FY10
process; however, the proposals did not receive funding as part of the final budget. The basis for
these requests is the recommendation of the Finance Liaison Committee to pursue a new financial
system as documented in the April, 2008 Financial System Strategy Study performed by Virchow
& Krause. The first focuses on gathering more specifics/details about implementation costs,
resource requirements and quantification of efficiency gains we could expect from a new financial
system. The second step would be to gather detailed requirements to evaluate new solutions. We
will be working to align these efforts with the new technology architecture proposed by the CIO.



KEY ISSUES AND CHALLENGES - continued

¢ Implementation of New Governmental Accounting Standards Board (GASB) Statements. In
recent years, the GASB has more frequently issued standards of governmental accounting and
financial reporting and with greater complexity than in previous years. Each new statement
requires research and planning in order to implement any necessary changes. Financial Reporting
is currently preparing for implementation of three new statements: GASB 51: Accounting and
Financial Reporting for Intangible Assets (FY2010); GASB 53: Accounting and Financial
Reporting for Derivative Instruments (FY2010); GASB 54: Fund Balance Reporting and
Governmental Fund Type Definitions (FY2011). Successful implementation of the standards is
required in order to receive an unqualified opinion from the external auditors.

¢ Revenue/Business Privilese License Tax. Under the strain of the current recession, it is
imperative the City be able to preserve its revenues in order to avoid painful cuts in services or
staff. While sales tax receipts, property tax receipts and investment income are a concern, the
primary threat to the City’s revenue at this time is the possible repeal at the State level of the
Business Privilege License tax. While presented as part of a larger tax reform bill, the direct
impact of the tax’s repeal would be a $17 million loss of revenue to the City. With no immediate
ability to replace this income, this action would have significant impact on the City’s fiscal health.

¢ MPC Support. MPC is the tool used to prepare the City’s annual budget. Finance continues to
provide support and assistance to CATS and B&E through the budget process. Committing the
necessary time and resources to this effort and working to meet the differing deadlines is difficult.
Overlapping calendars for mid-year reporting, annual budget development and CAFR preparation
often requires resources to be pulled from other projects such as the FICS and Mitchell Humphrey
implementation projects. This has the potential to delay the implementation and consequently
increase the cost of implementing these systems. While we have worked collaboratively with
Budget to improve the MPC budget development process, support issues still persist that impact
BSD resources.

¢ Medicare Set Aside and Mandatory Insurer Reporting. Under new Federal law, effective July
1, 2009 all liability (including self-insurers), no fault, and workers’ compensation entities are
required to report all Medicare beneficiaries for whom they have ongoing responsibility
(regardless of determination of liability). Penalties for non-compliance of up to $1,000 per day
per Medicare beneficiary are possible.  The law requires the establishment, collection and
reporting of data for 131 data fields. As part of Risk Management’s RiskMaster software, the
division will purchase a module that will assist with the tracking of the claims that are required to
be inquired and reported. Division staff has determined compliance will require 26 person weeks
of work for liability claims, and further resources for Workers’ Compensation. This new mandate
may require additional staffing and will increase litigation and the costs of loss.

e Risk Management Loss Fund. While additional funds were transferred to the Risk Loss fund at
the end of FY08, the Risk Management Loss Fund needs to be regularly funded at a level
consistent with actuarial recommendations. Actuarial recommendations were not met in the last
several years and this resulted in a downward trend in fund balance.

e Risk Management Services. Risk Management will continue to have growing challenges in
fulfilling customer service needs as each of the City, County and School System grow in service to
the community. Again this year, a few of the obvious needs based on community growth are: 1)
CATS expansion into light and heavy rail with expanded bus system; now that Light Rail is in
operation, risk exposure has expanded dramatically with accompanying risk financing
requirements; 2) CMU, CDOT, and E&PM efforts to achieve infrastructure needs; and 3) County
and CMS facing similar pressures to keep up with population.



KEY ISSUES AND CHALLENGES - continued

¢ Additional Staff and Resources. “Keeping the Lights On” efforts for existing systems while also
performing necessary upgrades to maintain vendor support leaves less and less resource time for
other needed projects. In addition, the complex planning and execution demands of new
application implementations and upgrades have increased the need for project management skills
and dedicated project management resources. It is not viable for internal resources to continue to
simultaneously perform operations and support/training while also delivering focused project
management responsibilities. Budget restraints do not allow for additional resources that are
critically needed to “keep the lights on” and optimize business processes. As needs evolve and
continually change and our ability to add staff does not, we will be forced to evaluate our old
daily, weekly and monthly duties and re-prioritize the new duties and services demanded of us by
our internal and external customers.

e Financial Services Staffing. Limited resources within Financial Services keep the division in a
reactive mode and prevent us from being more proactive. There is a feeling of always putting out
fires and that time to think about things ahead, in the short-term or the long-term, are a luxury we
cannot afford. The Operations Manager and both supervisors are a working manager and
supervisors, very much involved in day-to-day operations. Taking them away from these duties
puts an added burden on them when time is needed for planning ahead and strategic thinking.

¢ Remittance Processing/ BancTec System. The current software is DOS based and outdated. This
system is used to process City service payments received by mail and is therefore an essential
service. A RFP was recently released to determine whether this service can be outsourced to the
private sector. It is anticipated that outsourcing may result in modest cost savings and improved
redundancy. However, a final determination on whether to outsource remittance processing will
not be made until after the bids have been received and evaluated.

¢ Additional Revenue Collection Resources. There is a need for increased resources to collect
delinquent Water, Sewer and Storm Water accounts. The division requested the addition of a
Revenue Collections Agent as a service level change. The total cost of the salary and benefits is
$51,294. The City utilized a private collection agency which collected $966,597 in 2008. The City
paid 24% of this amount for the service. We believe it is more cost effective to use an internal
collector to pursue the collection of accounts prior to assigning them to an outside collection
agency.

e Departmental Journal Entries. The amount of Departmental Transfer Invoices (DTIs) has
increased significantly in recent years. This is currently a potential project for the Finance Liaison
Committee to address, including the possibility of utilizing functions within ImageNow.
However, until the project is completed, Financial Reporting will have to continue to post all DTIs
to the general ledger as submitted. This task encompasses a significant part of one employee’s
time, leaving little time for other tasks.

e Difficulty in Hiring/Retaining Professional Accountants. Finance continues to experience
difficulty in hiring and retaining qualified professional accountants. Aggressive management
action and close collaboration with Human Resources will have to continue to minimize this
ongoing problem.

¢ Annual External Audit. Financial Reporting issued a RFP for auditing services for the FY2009
financial statements, which will be prepared during FY2010. The contract was awarded to
Cherry, Bekaert, & Holland, LLP at an initial year cost that is $16,000 lower than the previous
year’s contract. When a new audit firm is engaged, there are always challenges during the first
year of the audit as the new firm learns about the City and our processes. In addition, departmental
cooperation with both Finance staff and the external auditors is necessary in order to successfully
complete the audit in a timely manner.
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STRATEGIC ACCOMPLISHMENTS

Comprehensive Annual Financial Report. Financial Reporting completed the FY08 Comprehensive
Annual Financial Report by October 31, 2008, with an unqualified opinion and presented it to City
Council on December 1, 2008, which is 10 days earlier than the previous year. In most recent years, this
Council presentation has been made during January. Because the statements were completed by October
31, including the external auditor’s opinion, the presentation could be made a month earlier. The
presentation was well received by the City Manager and Council. The external auditor’s letter of
recommendations included no substantive items.

Financial System Strategy. The Financial System Strategy Study prepared by Virchow & Krause cited
that keeping the existing GEAC financial system was not a viable long term strategy. Following
presentation of this study to the Finance Liaison Committee, a FLC subcommittee was formed to expand
the City-specific business case concepts, including 1) Additional information on other local government
experiences; 2) Further illustrate more compelling reasons for change; 3) Recap of efforts in 1998 in
pursuit of SAP solution; 4) Risks associated with current vendor and software market; and 5)
Recognition that ROI will not be based on reduced costs or FTEs. The report was updated with this
information and was well received by the FLC. The FLC in turn recommended that the strategy report
be presented to the Senior Business Team for further action/consideration. The sub-committee presented
the report at the SBT meeting on October 3, 2008, and the SBT approved the strategy at the meeting.
Loss Metrics. The Risk Management Division completed a significant target on Finance’s FY09
balanced scorecard by developing loss metrics for major KBUs. The loss metrics provide comparison of
previous years® to current year’s performance. Losses are being reported quarterly as a rate of loss to
facilitate comparison among the major KBUs. Standard measures from the risk management and safety
industry are being used, which are: injuries per 200,000 employee hours and vehicle crashes per
1,000,000 miles driven.

UMS Service Suite 8. The new UMS Service Suite 8 successfully went live as planned on August 2,
2008. This project expands the field automation of an additional 20 customer-facing Utilities service
orders, and also provides live updates of work in progress to CSR's at Utilities and 311. Extensive
readiness activities were successfully completed; including final user training/workshops, acceptance
testing, technical conversion/migration practice runs, and a myriad of logistical preparation. UMS
resources and Utilities IT staff provided on-site support between the hours of 7:00 AM and 1:00 AM to
ensure success. An unprecedented number of service orders were processed in the first week,
approximately 500 orders completed and closed on a given day. Previous productivity levels indicated
that a good day had been 300 orders. Overall, the go-live went very smoothly and was well accepted by
the users. Many field technicians expressed newfound pride in their ability to use the technology to
accomplish more work more effectively. 311 also expressed a positive response to the improvement in
customer service as a result.

Collection Services. The Revenue Division completed the transition to a new collection agency,
Security Collection Agency (SCA) of Edenton, NC on February 11, 2009. Collections include past due
accounts to the City, primarily water, sewer, storm water bills and miscellaneous invoices for other City
of Charlotte services. The contract was signed December 17, 2008 for a budgeted amount of $250,000
annually. Finance collaborated with BSSIT to automate the transfer of accounts information. The
previous collection agency charged 24% of the amount collected and SCA will charge 16%, which will
save the City approximately $76,000 per year based upon the average amount collected.

9



STRATEGIC ACCOMPLISHMENTS (continued)

® Year-End Invoice Processing. Finance successfully completed the FY08 year-end closing process and
posting of FYO08 reclassification entries, as well as the FY09 opening process. All processing was
completed on schedule and in accordance with the project plan. Accounts Payable processed a record
5,794 invoices in the four business days following June 30, 2008 so that FY08 expenses could be
accurately reflected in the correct year. Another 1,000 unpaid invoices were accrued. This was one of
the smoothest closings in recent years

e Damage to City Property. The Risk Management Division held a meeting with representatives of the
Charlotte-Mecklenburg Police Department (CMPD) and Landscape Management in order to analyze a
way to capture information regarding the parties responsible for damages to City property in the right-of-
way and medians. The meeting yielded a simple technological solution to capturing this information
through the latest vehicle accident reporting tools being implemented by the CMPD. In the future,
CMPD will be able to notify the Risk Management Division automatically and electronically regarding
damages to City property. Risk Management will then pursue recovery for the damages.

¢ Water/Sewer Revenue Bonds. The City of Charlotte continued its normal schedule of issuing debt for
the Water Sewer Capital program. Total Commercial Paper (CP) issued in FY09 was $81.7 million.
Staff completed a CP takeout of $305 million and a new money tranche of $44.7 million in August,
2008. The new money tranche permitted the City to delay the issue of new CP while the CP takeout was
used to convert old CP to long term fixed rate debt. In April, 2009 the City re-established the
Water/Sewer CP Program with $110 million in new liquidity. Additional capital funding and
management of swap exposure will be pursued in FY'10.

e Utilities Tier Changes. Utilities received Council approval to increase water and sewer rates and
implement tier changes effective July 2008. This required an extensive redesign of the bill to ensure that
all required information was present and easy to understand. Revenue and Business System Division
staff worked with Utilities, Storm Water and the bill print vendor KUBRA to complete the redesign.

e Switch from County to City Printers. Following the move of both City and County mainframe
processing to the State Data Center, the County informed the Business Systems Division of its intent to
discontinue use of the mainframe printers on the 3" floor of the CMGC. BSD worked diligently with
Financial Reporting and multiple KBUs to significantly reduce printed reports by providing online report
views. The division also worked collaboratively with BSS/IT to migrate remaining print jobs to IKON,
smaller, less expensive printers dedicated for check printing, and purchase order printing directly in
Procurement. The project also provided printer redundancy at CMGC and at the 311 data center.

¢ Percentage of Completion Process. Members of the Accounts Payable staff met with representatives
from Engineering, CDOT, Aviation, CATS and Utilities and improved the contract percentage-of-
completion process that greatly affects the accurate accrual of contract payments at year end. This
collaborative effort made the process more efficient for KBUs, as well as, AP and improved the accuracy
of liabilities recorded on the City’s books at June 30,

e Collaboration on Contract Review. The Risk Management Division’s Insurance Management section
assists all Key Businesses and its County and Schools customers in developing and reviewing various
contracts for goods and services. During FY09, the Insurance Manager consulted on the insurance and
indemnification provisions for nearly 400 contracts.

10



STRATEGIC ACCOMPLISHMENTS (continued)

e Credit Balance Refund Report. A collaboration of the Financial Services, Revenue and Business
Systems Divisions, along with the Utilities Department, improved the Credit Balance Refund Report
used by Accounts Payable. The Credit Balance Refund Report is used to refund overpayments to utility
customers or send funds to the State when customers cannot be located. The original process was
cumbersome and at one point a backlog in excess of 11,000 inactive accounts existed. A team of
Finance employees worked together to research accounts and identify correct addresses for the customer.
Staff also analyzed the process and implemented a more streamlined method to prevent future backlogs.
The improved report has reduced the number of refunds that must be individually entered for builders
and developers.

¢ Funds Recovery. Accounts Receivable worked with the State of North Carolina and Mecklenburg
County to recover monies owed the City back to 2005. Mecklenburg County Vocational Rehab had been
billed for CATS passes that they in turn sold to their clients. After problems were discovered by
Mecklenburg County, AR provided information and documentation that allowed the State to catch up
and make themselves whole with the City. As a result, a much improved process has made billing and
collecting easier for the City, County and State. .

e Charlotte Vehicle Operations Center. The success of the Charlotte Vehicle Operations Center
(CVOC) has saved the City over $3.4 million since 2003. Prior to CVOC’s opening, the City’s fleet was
experiencing a continual upward trend in vehicle accidents culminating in 1045 vehicle accidents — a rate
of 22.85 vehicle accidents per million miles traveled — during fiscal year 2004. Since the opening of
CVOC, there has been a significant reduction in fleet vehicle losses. The most recent data from 2009
shows a decline to 908 accidents for a rate of 19.1 accidents per million miles driven. By comparing the
reduction in the number of claims to the average cost per claim, total costs avoided have amounted to
$3.4 million; and this figure does not include the savings achieved by avoiding the need to repair
damaged vehicles.

e Bill Presentment. Finance partnered with KUBRA, bill print provider for the City Services bills to offer
the ability for customers to view their bill and pay them online effective January 31, 2009. Prior to this
bill presentment implementation, 56,149 customers were already paying their City Services bills online
through their banks’ websites. Now, all customers can simply go to their banks’ websites and sign up for
bill presentment. By signing up, the customer agrees for the City to discontinue mailing the paper bills,
which is estimated to save the City 10 cents per bill

e HINI1 Preparedness. Risk Management has taken a lead role in the City of Charlotte’s response to the
HINI1 influenza and pandemic preparedness efforts for the protection of the City’s employees and
continuity of critical city-provided services. Prior to the current influenza concerns, Risk Management
staff began serving on the business continuity team, sponsored by the Senior Business Team, and a
pandemic preparedness team. Both teams are working to review the city’s current plans and to develop a
guide for KBUs to follow when developing their individual plans. Risk Management is also working
closely with Human Resources and the Mecklenburg County Health Department to monitor the current
influenza concerns. Risk Management participates in conference calls with the Health Department and is
attending multiple meetings with health and safety officials. Additional efforts have included
communication with representatives from the Governor’s Office and Department of Insurance.

11



STRATEGIC ACCOMPLISHMENTS (continued)

¢ PERI Benchmarking Seminar. The Finance Director was the keynote speaker at the Public Entity Risk
Institute benchmarking seminar, which was held at the CMGC. Various entities throughout the
Southeast attended, including other finance directors, risk managers, insurance pool managers and risk
consultants, The major theme was to develop benchmarks in the public sector and to explore
performance improvement through benchmarks. Finance presented the City’s Balanced Scorecard and
its linkage to the Strategic Operating Plan

e Collaboration to Reduce Risk. The Risk Management Division prepared loss analysis reports for many
Key Businesses. Of particular note was an analysis conducted for the Charlotte-Mecklenburg Police
Department (CMPD). Over the past several years CMPD has made tremendous strides to reduce vehicle
accidents. However, on-the-job injuries that result in workers’ compensation claims continued to be a
major loss area for them. While it is unfortunate that due to the nature of the business, injuries are a part
of operating a police department. However, the analysis found that there was a trend of injuries being
sustained in training exercises. The Risk Control section was able to work with the CMPD in order to
address training injuries. As a result of the information provided, CMPD has adjusted the in-service
training program and put procedures in place to track officers with repeat injuries to make sure they are
receiving proper training to avoid recurring injuries.

* Long Term Investment Program. Treasury staff worked through the process of implementing the long
term investment program including developing an investment strategy document, negotiating contracts
with NEPC and Regions Bank and obtaining City Council approval.

* Collaboration on Wellness Payments. Financial Services and Financial Reporting worked with HR
Payroll to develop a process for handling the new Wellness payments to employees that began in January
in conjunction with the new Wellness Program implemented by Human Resources. These payments to
employees will affect the information provided to Finance that accurately records payroll activity on the
General Ledger. Collaboration was important since all three areas were impacted in some way.

e Subrogation. The Risk Management Division recaptured approximately $770,000 by pursuing
aggressive subrogation and recovery initiatives. This represents a 14% increase in recovered funds from
FYO08. Subrogation is a process used to recover funds where a third party has caused damages to City
facilities or injuries to City employees.

¢ Cash Flow Model. The Investment/Cash Management Team in the Treasury Division developed a cash
flow model to better predict the inflows and outflows of funds for the City which improves our ability to
manage our investments and has helped the City maintain a high level of liquidity during the financial
meltdown. This model was presented to the Finance Liaison Committee in November, 2008.

¢ Teamwork Training. The Finance Extended Leadership Team participated in a pilot training class on
the subject of Teamwork. The key topics discussed during the training session were: 1) How Teamwork
aligns with the Finance Strategic Planning and Implementation Model, 2) Components of Finance
Teamwork, and 3) Tools and Techniques that support Teamwork. Finance received essential feedback
from the attendees that was utilized in revising the training and used in further sessions with front line
employees.

¢ Debt Setoff Collections. City of Charlotte collections from the NC Debt Setoff Program continue to
increase. Collections for FY 2009 were $618,474. This is a 52% increase from the FY 2008 collections
of $407,118. Charlotte leads all municipalities in North Carolina in collections as of June 23, 2009.
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STRATEGIC ACCOMPLISHMENTS (continued)

e Year-End Processing. The Business Systems Division successfully completed year-end processing for
the financial system. A well mapped year end project plan helped tremendously to keep our teams well
coordinated. Also it is important to note the record breaking run times on the State mainframe, which
were three times faster than the times on the old City/County mainframe. Other time and resource
savings came from the State XNET system which allows all mainframe reports to be viewed,
downloaded into Excel or printed. This allowed Control a head start on balancing as well as significant
reduction in report pages printed.

¢ Chart of Accounts. During August, Financial Reporting, along with Finance’s Project and Process
Improvement Leader and BSS/IT, completed a project to make a searchable Chart of Accounts available
to the City. The Chart of Accounts can be found on the Finance page within CNET. There are many
search options which can be used. In addition, there is fund description information and links to Cross
Reference Reports. The new site was presented to the FLC at the August meeting and was well received.

e Collaboration with Mecklenburg County. Accounts Receivable and Business Systems worked with
the Mecklenburg County Tax Office after the County converted to a new computer system. Finance is
now receiving weekly files from the County and processing them without any re-keying of data.
Information that had previously been provided by the County on property tax collections was no longer
available and new reports had to be formatted and sent to Finance for the accurate recording of these
payments. The end result was an improved process which saves AR time each month reconciling and
recording property tax collections. Although there are some issues still to be worked out, the elimination
of manual data entry was a great process improvement for City Finance.

e Mitchell Humphrey. Financial Services completed its work on customizations to the Mitchell
Humphrey FMS II Accounts Receivable System. Mitchell Humphrey is in the process of programming
these customizations, which are expected to be complete by the end of August 2009. Completing this
work involved not only Financial Services, but Business Systems Division and Financial Reporting as
well

e ImageNow. The upgrade to ImageNow 6 went live April 6, 2009. There were a few technical glitches
that were quickly addressed, and the upgrade has been well received by the 1,100 users across the City.
A tremendous amount of work was done by the Finance Business Systems and Financial Services
divisions prior to go-live and after go-live, including answering questions and handling issues for
individual users. Among the most notable improvements included better approval stamp security and
improved tracking information to determine the efficiency of Accounts Payable and the KBUs.



LINKS TO CORPORATE STRATEGY

Finance provides its services in alignment with the City’s corporate vision, mission and strategy.
Provided below is a summary of Finance’s services as they relate to the City’s four perspectives:

Serve the Customer. The enhancement of service levels continues to be Finance’s top priority.
The continued implementation of the Finance Strategic Planning and Implementation Model
underscores the importance placed on providing the highest possible levels of service to our
customers — internal as well as external. The Model, which focuses on improving strategic
planning and management related to processes and projects, is serving as Finance’s principal
management road map. The Model is in alignment with the City’s corporate vision, mission and
strategy.

Run the Business. Collaboration is the cornerstone of Finance’s day-to-day operations. As a
support Key Business Unit, working closely with other Key Business Units and the financial
community and responding to their requirements are central to how we do business. While some
of our services relate strictly to the financial community (e.g., managing the City’s $2.3 billion
cash and investment portfolio and $3.7 billion in outstanding debt) the majority of our efforts
involve working closely with and enabling the work of other Key Business Units. Finance
maintains and provides financial information for City management including Key Business
Executives to use in making decisions concerning the operation of the City. We continue to seek
to make optimum use of technology and the process improvements it makes possible in every
facet of our operations. In addition, Finance has created a new Finance Liaison Committee to
improve communications and expand collaboration opportunities.

Manage Resources. Finance takes very seriously its role in maintaining the City’s coveted
AAA credit rating. The development of financial policies for Manager and Mayor/Council
approval and their subsequent implementation and perpetuation are key elements in maintaining
the rating. Through extensive benchmarking initiatives, Finance is able to confirm and verify that
the full range of its services is competitively priced and delivered. Finance’s role in the
investment in infrastructure plays itself out in the complex and detailed process of issuing debt.
Close relationships are maintained with the financial community including banks, underwriters,
bond counsel and rating agencies; correspondingly, tight and effective liaison is maintained with
the Local Government Commission in Raleigh.

Develop Employees. Finance’s continued success is based on the quality of its employees. A
strong management emphasis is placed on the maintenance of a workplace setting that is
conducive to attracting and retaining a skilled and diverse workforce. We believe the key
elements of this setting to be strong communications, and ongoing training and recognition for a
job well done. Each member of the Finance Leadership Team is expected to be committed
personally to these elements and to foster them on a daily basis. Significant effort has been
devoted to develop qualified people to replace key positions when they are vacated. In order to
align with corporate initiatives for the recruitment and retention of a skilled and diverse
workforce, Finance’s strategic planning methodology incorporates the following diversity—related
components: 1) understanding the diverse skill sets of each of our employees to allow the most
effective assignment of resources, and to help identify development opportunities, 2) valuing and
leveraging the diversity of our employees to help identify and understand customer needs in the
growing and diverse community that we serve, and 3) utilizing teams to yield the maximum
benefits possible from the diversity of our workforce.

14



STRATEGIC INITIATIVES

GENERAL OBSERVATION. Finance is committed to pursuing a policy dedicated to
continuous improvement with the objective of enabling and supporting the work of its customers.
The following initiatives have been identified as important during discussions with the City
Manager and are among Finance’s high-priority strategic initiatives:

LONG-TERM INVESTMENT PROGRAM. The Long-Term Investment Program (LTIP) will
allow long-term capital reserves of the City to be invested for diversification and for higher rates
of return over the long term. Finance has set forth a strategy where staff will review the actions
of the investment consultant and pursue a diversified portfolio strategy that limits risk and
achieves higher returns. In order to accomplish this staff must monitor the returns of the fund
managers and make reasonable changes as necessary. Recently, contracts were signed with
NEPC, LLC as the City’s investment consultant and with Regions Trust as the City’s custodian
on the LTIP. Working with NEPC, a policy statement was written which includes investment
goals, risk tolerance, a detailed asset allocation strategy, and performance evaluation criteria.
Linkage: Maintain AAA Credit Rating; Optimize Business Processes

FINANCIAL SYSTEM STRATEGY. The Virchow-Krause (VK) financial system study
recommended a new financial system to better meet business requirements. The Finance Liaison
Committee agreed to move the VK recommendation forward for presentation to the Senior
Business Team (SBT) and Senior Technical Team (STT). The FLC recommendation included
using consultants as a next step to gain better understanding of cost and resource requirements,
and potential solutions. The Senior Business Team (SBT) approved the FL.C recommendation
and in January the CIO convened a meeting with KBEs from Finance, Budget, HR, and BSS to
present his new strategy for moving forward. Finance will continue to collaborate with the CIO,
SBT, STT and FLC and has submitted a technology request through the technology proposal
evaluation process. A key determination to be made is how to protect core business systems
quickly, and given the current economic’ conditions, cheaply. Linkage: Optimize Business
Processes

CHARLOTTE AREA TRANSIT SYSTEM (CATS) FINANCIAL MODEL. Current
revenues are not adequate to fund both operations and the 2030 Transit Corridor System Plan.
Finance has recommended a strategy to dedicate revenues to the debt model in order to stabilize
the long term capital plan and also create an operating reserve fund in light of revenue volatility.
Furthermore, current market conditions make the issuance of COPs more difficult and expensive.
The issuance of revenue bonds should be a long term goal recognizing the need for legislative
action. Finally, the City should review the implications of funding the regional transit system on
the overall City credit and consider options that decouple CATS from the City’s credit. Linkage:
Maintain AAA Credit Rating

FOCUS ON RISK. Minimizing the cost of risk and the cost of accidental loss within the City
organization, the Risk Management Division will be implementing a risk control and mitigation
program called Focus on Risk. This program will build upon previous plans that have been in
place with additional emphasis on both activity and performance related goals that will help each
KBU to become more efficient while reducing loss costs. The program will emphasize the
following: 1) Risk Identification and Assessment, 2) Loss Analyses, 3) Risk Management
Incentive Targets, and, 4) Regular Communication of Loss Metrics and Lessons Learned.
Linkage: Deliver Competitive Services
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STRATEGIC INIATIVES (continued)

ESTABLISH CATS RISK TRUST. Since the mid-1980’s, the City of Charlotte has operated a
sophisticated self-insured loss funding mechanism that has helped reduce the costs of paying for
fortuitous property, casualty and workers’ compensation losses. Because of the increasing
complexity and multiple sources of funding in CATS, it is now prudent to prepare for the
eventuality of a “stand-alone” CATS Risk Loss Fund. This fund will reduce the amount of risk
transferred to CATS from City loss exposures and at the same time will reduce the amount of risk
transferred from the CATS operations to City exposures. Implementation of a CATS Risk Loss
Fund will be a multi-year effort culminating in two separate and autonomously funded risk loss
trusts. Linkage: Deliver Competitive Services

RISK MANAGEMENT INCENTIVE TARGETS. As suggested by the City Manager in our
strategic planning meeting, the Risk Management Division will develop a City-wide incentive
target program that will cascade to each key business for inclusion in their specific strategic
operating plans. A benefit of this new program will involve the entire organization in the
prevention and reduction in the cost of risk. Specific goals will be established for Workers’
Compensation, General and Auto Liability claims and cost related thereto. Linkage: Deliver
Competitive Services
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CORE SERVICE AREAS

Accounting. Finance maintains the City’s official accounting records, monitors budgets, prepares cost
analyses for management, and provides financial information to Key Business Units to assist them with
managing their operations. Finance prepares the Comprehensive Annual Financial Report, specialized
financial reports, and federal, state and other mandated/required reports. In addition, Finance maintains
the City’s loan portfolio and processes miscellaneous payments due to the City. Finance also obtains
authorization and documentation for payment of the City’s liabilities and prepares and distributes over
73,000 vendor payments each year.

Business Systems. Business Systems provides functional, technical and business process support to all
Finance divisions as well as to other Key Business Units with particular emphasis on two of the largest
applications in the City: the ADVANTAGE System (three-tier), and the GEAC Financial System
(mainframe).

Revenue. In accordance with State statute, Finance (Revenue Division) is responsible for the receipt and
deposit of all moneys received by the City. The Revenue Division works closely with Internal Audit to
ensure that internal controls over cash collections provide for strong security with regards to City moneys.
The division works closely with the Accounting Division to ensure that all moneys are given the proper
treatment in the City’s official accounting records. The Revenue Division also bills and collects
approximately 272,239 accounts for Utilities and the City/County Storm Water Services annually. In
addition, the division services miscellaneous accounts for Transit, Charlotte Mecklenburg Police
Department Neighborhood Development and Business Support Services.

Risk Management. Finance administers the risk financing, risk retention and insurance placement for
the City of Charlotte, Mecklenburg County, Charlotte-Mecklenburg Board of Education and other small,
public agencies. Additionally, services include: contract indemnification/insurance language review;
management of auto liability, general liability and workers’ compensation claims; aceident investigation;
and risk/loss control consultative services to the City, County and Charlotte Mecklenburg Schools (CMS).
Finance also manages the Charlotte Vehicle Operations Center (aka “the Defensive Driving Range™), a 16
acre, state-of-the-art, training facility which provides driver training for all departments of the City.

Treasury. Finance provides debt management services for $3.7 billion in outstanding debt. The five-year
capital program will require the issuance of an additional several hundred million dollars in general
obligation and revenue bonds. Finance manages an investment portfolio of $2.3 billion, including the
Charlotte Firefighters® Retirement System. Finance also provides financial and economic forecasts and
analyses related to annual operating and capital budgeting used in setting the City’s annual property tax
rate and other various rates, fees and charges.
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TREND DATA & KEY SERVICE INDICATORS

FINANCE KBU

Key Service Indicator FY04 FYO05 FY06 FY07 FY08 FY09
Vendor Payments- # of Checks | 71,647 73,075 70,973 70,158 73,657 73,761
Written
Vendor Payments - # of 130,678 129,283 147,945 143,563 142,648 142,957
Invoices Paid
Outstanding Debt Managed (in $2,302 $2.743 $3,114 $3.290 $3.480 $3,705
millions)
Cash & Investments Portfolio $1,435 $1,500 $1,688 $1.851 $2,454 $2,286
Managed (in millions) *
Number of Participants in PC
Banking + Number:of 167% | 23.8% | 284% | 305% | 348% | 38.1%
Participants in ACH Expressed
as a Percentage of all Utility
Customers

N/A $42,602 | $140,983 | $313,594 | $407,118 | $618,474
Debt Setoff Collections**

123 103 103 103 106 106
Total Authorized Staffing

* This amount includes investments of the Charlotte Firefighters' Retirement System
**City of Charlotte began program participation in FY05. Data for 2009 through June 23.
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REQUEST FOR RESOURCES

Base Budget: Finance requests a budget allocation of $11,588,594 for FY'10.

Changes to Current Level — Not Approved

$216,403 for an increase in postage as determined by the US Postal Service and an increase in the
volume of utility monthly billings for the Revenue Division budget. (center 20300)

$84,404 for increases in maintenance and support to the Revenue Division budget.
(center 20300)

$8,687 for an increase in postage as determined by the US Postal Service for the Accounting
Division budget. (center 20200)

$18,613 for maintenance and support services related to GEAC, ImageNow and FICS for the
Accounting Division budget. (center 20200)

$15,999 for the need to continue use of a temp agency for the Revenue Division budget by.
(center 20300)

Service Level Changes — Approved

1.

MPC Upgrade. MPC is the financial reporting and budgeting tool for the City of Charlotte.
MPC must be maintained in order to provide budget and finance information to all KBUs across
the City. This would provide an upgrade to the existing MPC financial reporting and budgeting
tool in order to maintain a vendor supportable version. This upgrade involves a major version
change and will require vendor assistance. The approval is for one-time funding and will not
increase the department’s base budget. Linkage to BSC: Develop Collaborative Solutions,
Enhance Customer Service and Optimize Business Processes

Service Level Changes — Not Approved

1.

Standard and Poor’s Ratings Direct. In order to generate higher returns with low risk, the City
invents in commercial paper and government agency notes. This investment strategy provides
additional revenue to the city, primarily funding the capital program. Without utilizing various
investment options that require additional research and a strategic investing approach, the City
would receive substantially less revenue by simply putting the money in short term treasury
bonds which currently carry 0% interest. Events over the last year have highlighted the
investment risks that even highly rated securities might have and therefore we have to do
additional due diligence before making investment decisions. There are investments that we could
have made based on rating alone that would have proved worthless or lost substantial value. The
City obtained rights to use this service in June 2008. S&P Ratings direct (or a similar program
which would cost more) is now essential to our investment strategy. Linkage to BSC: Maintain
AAA Rating, Invest in Infrastructure
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REQUEST FOR RESOURCES- continued

2.

ImageNow Upgrade. Implementation of the ImageNow Upgrade encompasses developing
collaborative solutions, enhancing customer service and optimizing business processes.
Improvements will be made that were requested by the Payment Processing Sub-committee of the
Finance Liaison Committee (collaborative solutions). Enhanced workflow functionality will
increase our ability to pay invoices more timely and reduce the time it takes to process invoices
(enhance customer service and optimize business processes). These time savings will allow all
KBUs to process invoices more efficiently, which allows them to perform other duties. Citywide,
this will more than offset the cost of the upgrade. Linkage to BSC: Develop Collaborative
Solutions, Enhance Customer Service and Optimize Business Processes

Financial System Strategy — Phase II. The Finance Liaison Committee has been working
together with VK to come up with a plan for a new financial system that will meet the various
needs of KBUs across the City. Financial Management encompasses all activities that the City
utilizes to receive revenues including billing, collection and deposits, the procurement of goods
and services, cash flow planning, the investment of funds, the issuance of debt, maintaining
capital budgets, managing the cost of enterprise risk and reporting the results of all of its financial
operations.  All of these activities must comply with North Carolina General Statues, Federal
Laws and the Governmental Accounting Standards Board (GASB). Linkage fo BSC: Develop
Collaborative Solutions, Enhance Customer Service and Optimize Business Processes

Financial System Strategy — Phase III. This would be the second of two next steps following
the April 2008 Financial System Strategy Study. Phase III would gather detailed requirements
for a new financial system. Linkage to BSC: Develop Collaborative Solutions, Enhance
Customer Service and Optimize Business Processes

Accounts Receivable Clerk. City Council increased Code Enforcement staff in July 2005 thus
increasing the number of citations issued each year. No corresponding increase was made in the
Finance staff that supports the billing and collecting of these citations. This increase alone has
significantly strained resources in the already strained Accounts Receivable section. In FY09, a
new Accounts Receivable System will be installed that will enhance our ability to bill citizens
and customers for these and other services provided by City departments, some that are currently
being billed by the KBU with little-to-no collection follow-up. Linkage to BSC: Enhance
Customer Service, Develop Collaborative Solutions and Optimize Business Processes

Revenue Collection Agent. The position of Revenue Collection Agent is needed to pursue
collection of past due accounts for City Services before the account is referred to an outside
collection agency. The City paid a collection agency $226,871 in FY08. The agency's collection
rate is 24% of the amount actually collected. Currently Revenue's three agents telephone, write
letters and meet with citizens in person to pursue collection. Currently, the agents pursue
collection on accounts with a balance of $500 or more. We think that the addition of another
agent, the staff will be able to pursue collection at the $250 level or more. This means that the
account with balances less than $250 will go to the collection agency thereby reducing collection
expense. Enhance Customer Service, Optimize Business Processes



19999 - Finance Consolidated

Reguested Approved Difference
010 Personal Services Adjustments (146,595) (146,595)
011 Salary & Wage - Reg. 4,453,027 4,453,027 -
012 Overtime 51,915 49,982 (1,933)
013 Salary & Wage - Temp 30,759 30,759 -
014 Salary & Wages-Part-Time 39,210 38,287 (923)
53,832 80T | @230
291,660 | 291,660
345241 | 341,780 | (3.460)

086 Empl Insurance Premium 458,990 442 084 (16,906)

087 Empl Retirement Expns 216,622 214,450 (2,172)
089 Othr Empl Fringe Bnfts 6,090 6,090 -

097 401K Retirement 135,389 134,032 (1,357)
103 Budgetary Rsrv - Per Svcs -

[EEiSonalSerices NN 5791075 | 5g64,157 | 73082
104 Budgetary Rsrv - Oper -
111 Telecommunications 25,175 24,167 (1,008)

28542 26681 (1,861)
1,188,612 963,582 | (225,030
47691 4138 | (6389
1,079,991 971,477 (108,514)

137 Advertising 500 500 -

142 Rental Of Land & Bldgs 262,937 259,702 (3,235)
165 KBU Rental Of Land & Bldgs 1,080 (1,080)
151 M&R-Equip-Non-Sif-Prop 7,305 7,410 105

2653 | 21929 (a9
163 Empl Reimb Training Exp 21,642 4,989 (16,653)

164 Training Conf & Meetings 38,709 30,088 (8,621)

20999 | 5000]  (15,999)
3300 | 3300 :
11,606 7380 | @229)
193 Budget Reduction (91,971) (91,971)
522,754 | 801033 | (21730
271 Office Supplies 35,107 34,056 (1,051)
298 Othr Spec Dept Supply 14,254 14,255 1

611 Insurance Premiums 42 42 -
615 Workers Compensation 6,658 6,658 -
Ope : I 3,643,267 3,131,595 (511,672)
@A @BEH] 5578

EECTEOETINN_  0.189.020 8,756,908 (433,012)
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20000 - Adrministration

- Requested Approved Difference
011 Salary & Wage - Reg. 485,568 485,568 -
020 Employee MeritPay [N 551 7.159)
251,660 | 291,660
38101| 37,554 (547)
29050 27980] ___(1.070)
23,807 | 23,563 (44)
r Empl Fringe Bnfts 4,800 4,800 -
K Retirement 14,942 14,727 (215)
103 Bufigetary Rerv - PerSves | -
|Person i 604,058 886,383 282,325
11 Telecommunications 1,244 1,189 (55)
(112 KBU Telecommunications  [PNAE 1,754 (©59)
HiRokGoet L 1shi e 239 313 7
131 Pripting & Publishing _ |EPYCED 1485] (1350
142 Reftal Of Land & Bldgs [CTRrS AL, (#30)
151 M8R-Equip-Non-Sit-Prop | 135 240 105
3,558 1719 (1,899)
7,911 70| (1.160)
191 Dus Subscr, @ Profiic RS 268 | (1570
[199 Othr Wisc Contrsrves  [RCRIH (6.187)
%2 57 25
1,005 1,006 1
611 insurance Premiums 22 22 :
arkers Compensation 6,658 6,658 =
72,242 50,884 (21,358)

676,300 937,267 260,967
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S N I BT
520840 | 529,840 :
6547  12%|  (am)
0% | 40627 @o7)
WeT0| w012 | (1499
26,747 | 25400 (255
097 401K Retirement 16,092 15,932 (160)
103 Budgetary Rsrv - Per Svcs =
rsona es 659,930 652,300 (7,630)

111 Telecommunications 2,102 2,008 (94)
370 356 (14)
2400 | 230 €0)
78,055 | 17,833 22
7,080 (1.080)
151 M&R-Equip-Non-Sif-Prop 1,100 1,100 -
3,400 85| (@509
3500 (3,500
2700|1700 (1.000)
3111 1462 (2699)
199 Othr Misc Contr Srvcs 37,224 23,680 (13,544)
2000 S0l @0
83,637 57,548 (26,089)

26



20200 - Accounting

Requested Approved Difference
010 Personal Services Adjustments - (146,595) (146,595)
1597,016 | 1,607,016 :
012 Overtime 11,314 11,314 -
013 Salary & Wage - Temp 7,751 7,751 -
020 Employee Merit Pay 18,569 3,680 (14,889)
085 Social Security Tax 123,634 122,495 (1,139)
086 Empl Insurance Premium 191,730 184,668 (7,062)
77574 | 76859 (775)
544 544 ©
asd| a8 @)
:
PEEchalSEiceS 2076616 | 1,905,769 (170,847)
10605 | 10,190 @19)
8,759 5,288 @)
%787 8100 (@68)
26035 | 23000|  (2.839)
136 Technology Supplies/Sves 289,761 265,648 (24,113)
137 Advertising 500 500 -

142 Rental Of Land & Bldgs 112,826 111,434 (1,392)
151 M&R-Equip-Non-Sif-Prop 500 500 -
61 Travel & Meetings 2,400 2,400 -
63 Empl Reimb Training Exp 1,000 1,000 -
64 Training Conf & Meetings 13,800 13,900 -
79 Fees - Other 3,300 3,300 -

91 Dues,Subscr, & Prof Lic 5,000 5,000 -
93 Budget Reduction (91,971) (91,971)
199 Othr Misc Contr Srvcs 14,800 14,800 -
271 Office Supplies 16,000 16,000 -
298 Othr Spec Dept Supply 8,000 8,000 -
550,177 420,289 (129,888)

960 Departmental Charges (173,897) (181,000) (7,103)

2,452,896 2,145,058 (307,838)




011 Salary & Wage - Reg.

20300 - Revenue
T R U e T

Difference

014 Salary & Wages-Part-Time

020 Employee Merit Pay

085 Social Security Tax

87 Empl Retirement Expns

097 401K Retirement

103 Budgetary Rsrv - Per Svcs

089 Othr Empl Fringe Bnfts

086 Empl Insurance Premium
0

104 Budgetary Rsrv - Oper
111 Telecommunications

112 KBU Telecommunications

113 Postage

131 Printing & Publishing

136 Technology Supplies/Svcs

142 Rental Of Land & Bldgs

151 M&R-Equip-Non-Sif-Prop

161 Travel & Meetings

164 Training Conf & Meetings

163 Empl Reimb Training Exp

176 Temporary Help Fees

191 Dues,Subscr, & Prof Lic

199 Othr Misc Contr Srvcs

271 Office Supplies

298 Othr Spec Dept Supply

960 Depa-rtmental Charges

876,405 876,405

40,601 38,668 (1,933)
23,008 23,008 .
39,210 38,287 (923)
9,644 (9,644)
67,803 67,066 (737)
116,200 111,920 (4,280)
42,543 42,080 (463)
270 270 :
26,590 26,300 (290)
1,242,274 | 1,224,004 (18,270)
6,358 6,104 (254)
6,063 6,063 -
1,150,794 934,391 (216,403)
14,314 12,200 (2.114)
756,488 672,087 (84,401)
72,736 71,846 (890)
4,740 4,740 z
2,326 2,326 E
16,600 3,447 (13,153)
3,040 2,580 (460)
20,999 5,000 (15,999)
650 650 E
749,356 749,356 -
11,645 11,469 (176)
4,249 4,249 =
2,820,357 | 2,486,507 (333,850)
(70,525) (57,844) 12,681
3,092,106 3,652,667 (339,439)
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20500 - Business Systems

94,199 | 964,19 :
020 Employee Merit Pay 11,383 3,154 (8,229)
085 Social Security Tax 74,669 74,039 (630)
086 Empl Insurance Premium 81,340 78,344 (2,996)
087 Empl Retirement Expns 46,851 46,456 (395)
089 Othr Empl Fringe Bnfts 477 477 -
097 401K Retirement 29,282 29,035 (247)
103 Budgetary Rsrv - Per Svcs -
1 1,208,201 1,195,704 (12,497)
4862|4676 (186)
7412|7412 :
422 422 :
2,103 2,103 :
33742 | 33,742 :
24416 | 24,175 @)
830 330 :
14679 | 14679 :
542 542 :
71,168 | 11,158 :
13,188 | 13,188 :
2,600 2,500 :
1000|7000 :
L A L NG
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010 Personal Services Adjustments

Requested

Risk Management Consolidated

011 Salary & Wage - Reg
020 Employee Merit Pay

083 Retiree Insurance Premium
085 Social Security Tax

86 Empl Insurance Premium

087 Empl Retirement Expns

097 401K Retirement

103 Budgetary Rsrv - Per Svcs

102 Unexpendable Approp.

104 Budgetary Rsrv - Oper

111 Telecommunications

112 KBU Telecommunications

113 Postage

131 Printing & Publishing

136 Technology Supplies/Svcs

165 KBU Rental Of Land & Bldgs

146 Auto & Othr Allowances

147 Utilities

151 M&R-Equip-Non-Sif-Prop

152 M&R-Auto/Equip-Motorzd

154 M&R-Land & Water Areas

156 M&R-Bldg Renov & Constr

161 Travel & Meetings

153 M&R-Buildings

164 Training Conf & Meetings

170 Prof & Technical Services

179 Fees - Other

163 Empl Reimb Training Exp

191 Dues,Subscr, & Prof Lic

199 Othr Misc Contr Srves

171 Pro Fee-Acctng&Audtng

251 Motor Fuels & Lubrents

256 Other Materials/Supplies

271 Office Supplies

298 Othr Spec Dept Supply

615 Workers Compensation

940 Reimbursed Expenses

960 Departmental Charges

6,918 6,918 z
1,487,560 | 1,487,560 :
14,787 495 (14,292)
11,192 11,192

114,930 113,836 (1,094)
168,490 151,092 (17,398)
72,113 71,427 (686)
45,070 44,642 (428)
1,909,868 | 1,887,161 (22,707)
44,231 44231

9,131 8,772 (359)
11,000 11,000 -
8,540 8,540 -
12,500 12,500 =
54,000 54,000 :
201,021 201,021 :
400 400 :
21,400 21,400 ;
3,000 3,000 =
7,000 7,000 2
56,010 56,010 :
15,500 15,500 -
2,572 2,572 -
5,400 5,400 :
2,000 2,000 :
27,800 27,800 -
25,000 25,000 3
8,400 8,400 z
800 800 -
5,000 5,000 2
55,900 55,900 5
2,400 2,400 =
4,000 4,000 Z
28,500 28,500 >
6,900 6,900 2
8,812 8,812 =
582,986 626,858 43,872
384,010 339,779 @4,237)
384,010 339,779 (44,231)
(22,112) 22,112) =
2,854,752 2,831,686 (23,066)
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* City of Charlotte

m Service Level Change Request Form
— FY2010 & FY2011
CHARLOTTE.

Center Fund Project Name Dept Rank
|20500 - Business Systems 0101 MPC System Upgrade ‘5

Line Items FY10 FY1i1 T, .
136 Technology Supplies/Sves 50,000 : PLI As ::.' |

sdr item cell. Use the
and FY11: Sacial

Technology Related ?|Yes

TPET Status ?
TPET Funded ?

TOTAL so,000. o

# of FTEs Requested Revenue ($) Revenue Sourcel:l
Position Name Position # Total FTEs for position

(List Corporate Objactive(s) and Run the Business (Develop Collaborative Solutions, Enhance Customer Service and Optimize

explain how this SLC Supports that : Business Processes)
Objective) :

. maintained in order to provide budget and finance information to all KBUs across the City.

Impact On
Strategic
Objective
i arder to maintain a vendor supportable version. This upgrade involves a major version change
i and will require vendor assistance.
SLC
Justification

A4



L/ City of Charlotte

m Service Level Change Request Form
— FY2010 & FY2011
CHARLOTIE.
Center Fund Project Name Dept Rank

!20100 - Treasury 0101 Standard & Poor's Ratings Direct

Line Items FY10 FY11
199 Othr Misc Contr Srvcs

Technology Related ?|No

TPET Status ?
TPET Funded 2

TOTAL . _ WO 9,800 10,094

# of FTEs Requested Revenue (%) Revenue ScurceI:]
Position Name Position # Total FTEs for position

(List Corporate Objectiva(s) and Manage Resources {Maintain AAA Rating, Invest in Infrastructure)

explain how this SLC Supparts that
Objective)

In order to generate higher returns with low risk, the City invents in commercial paper and
' government agency notes, This investment strategy provides additional revenue to the city,
i primarily funding the capital program. Without utilizing various investment options that require
. additional research and a strategic investing approach, the City would receive substantially less

Impact On ' revenue by simply putting the money in short term treasury bonds which currently carry 0%
Strategic | interest. Events over the last year have highlighted the investment risks that even highly rated
Objective | securities might have and therefore we have to do additional due diligence before making

| investment decisions, There are investments that we could have made based on rating alone

. that would have proved worthless or lost substantial value. The City obtained rights to use this
" service in June 2008, S&P Ratings direct {or a similar program which would cost more) is now
" assential to our investment strategy.

ngs information and credit
: research on a broad range of commercial paper and structured finance issues. With changes in |
: the financial markets, access to this information is necessary for investing the City's $1.4 billion |
: investment portfolio . Denial of this request would result in substantial reduction in interest
i earnings across the board in all city funds. For FY2009, we used excess funds at the end of
5LC : FY2008 . That money will not be available in FY2010 and must be funded through the normal
Justification budget process.

AS



. City of Charlotte
m Service Level Change Request Form
i— FY2010 & FY2011
CHARLOTTE.
Center Fund Project Name Dept Rank
‘20200 = Accounting 0101 ]Ir‘nageNow Upgrade ‘2 .
Line Items FY10 FY11l
136 Technelogy Supplies/Svcs 15,000:
Technology Related ?|Yes
TPET Status ?
TPET Funded ?
TOTAL 15,000 0

# of FTEs Requested

Position Name

(List Corporate Cbiective(s) and
explain how this SLC Supports that
Objective)

Impact On
Strategic
Objective

SLC
Justification

Revenue ($) Revenue Source :|

i Run the Business (Develop Collaborative Solutions, Enhance Customer Service and Optimize
! Business Processes)

Position # Total FTEs for position

" Implementation of the ImageNow Upgrade encompasses developing collaborative solutions,

enhancing customer service and optimizing business processes. Improvements will be made

. that were requested by the Payment Processing Sub-committee of the Finance Liaison

Committee (collaborative solutions). Enhanced workflow functionality will increase our ability to
pay invoices more timely and reduce the time it takes to process invoices (enhance customer
service and optimize business processes). These time savings will allow all KBUs to process
invaices more efficiently, which allows them to perform other duties. Citywide, this will more

i than offset the cost of the upgrade,

i There are several areas of improvement in the functionality of the system. One new function

i will provide time savings because of fund/account/center validation on the front end when

! invoices are being approved. That will mean that Accounts Payable will not have to return

i invoices to KBUs when invalid coding is used. Invalid coding can delay payment by several

i days. Faster turnaround allows the City to pay inveoices more timely and prevent late

i payments. More Search capabilities for invoices will allow KBUs to retrieve meore information in
i ImageMNow without having to go to Geac for things such as invoice amount and invoice date

i when no other information is available for searching. Also KBU set-ups can be simplified by the
{ use of Super Queues. The time saving elements of the upgrade that will be realized citywide

: will more than pay for the cost of the upgrade.
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e City of Charlotte
m Service Level Change Request Form

| — FY2010 & FY2011
CHARLOTTE.
Center Fund Project Name Dept Rank
‘20500 - Business Systems 0101 Finance System Strategy - Phase Il

Line Items FY10 FY1i1
136 Technology Supplies/Sves BB,SUUE

Technology Related ?|Yes

TPET Status ?
TPET Funded ?

TOTAL g amaanimsemosssmmimasnnmmil 38,500 o
# of FTEs Requested Revenue ($) Revenue Snurce:|

Position Name Position # Total FTEs for position

Linkage to Strategic Objective

(List Corporate Objectivels) and Run the Business (Develop Collaborative Solutions, Enhance Customer Service and Optimize
explain how this SLC Supports that i Business Processes)
Objective) H

' new financial system that will meet the varicus needs of KBUs across the City. Financial
: Management encompasses all activities that the City utilizes to receive revenues including
: billing, collection and depaosits, the procurement of goods and services, cash flow planning, the

Impact On " investment of funds, the issuance of debt, maintaining capital budgets, managing the cost of
Strategic . enterprise risk and reporting the results of all of its financial operations. All of these activities
Objective must comply with North Carolina General Statues, Federal Laws and the Governmental

Accounting Standards Board (GASB),

{ This would b
i Business Team (SBT) was pleased with the VK Financial System Study and approved the

i strategy recommended by the Finance Liaison Committee (FLC) for moving forward with Phase
i II. Phase II would include obtaining additional detailed information as to the expected costs,

! resource requirernents and potential efficiency gains to be realized from a new financial system. |
SLC E g

Justification
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L City of Charlotte
m Service Level Change Request Form

— FY2010 & FY2011
CHARLOTTE.
Center Fund Project Name Dept Rank
‘20500 - Business Systems 0101 Financial System Strategy - Phase Il
Line Items FY10 FY11

136 Technology Supplies/Sves 115,000

res 5810in FY10 a

Technology Related 7|Yes

TPET Status ?
TPET Funded ?

TOTAL PR _ P b = P L L e e L |
# of FTEs Requested Revenue ($) Revenue Suurcel:]
Position Name Position # Total FTEs for position

{List Corparate Objective(s) and : Run the Business (Develop Collaborative Solutions, Enhance Customer Service and Optimize
explain how this SLC Supports that Business Processes)
Objectiva) :

The Finance Liaison Committee has been working together with VK to come up with a plan for a
new financial system that will meet the various needs of KBUs across the City. Financial
Management encompasses all activities that the City utilizes to receive revenues including
billing, collection and deposits, the procurement of goods and services, cash flow planning, the

Impact On investment of funds, the issuance of debt, maintaining capital budgets, managing the cost of
Strategic . enterprise risk and reporting the results of all of its financial operations. All of these activities
Objective : must comply with North Carolina General Statues, Federal Laws and the Governmental

¢ Accounting Standards Board (GASB).

: System Strategy
i Study. Phase III would gather detailed requirements for a new financial system.

SLC
Justification
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L City of Charlotte
m Service Level Change Request Form

— FY2010 & FY2011
CHARLOTIL.,
Center Fund Project Name Dept Rank
iZUZUO - Accounting 0101 Accounts Receivable Clerk
Line Items FY10 ) FY11
011 Salary & Wage - Req. 35,667

!_.E E NOTE! Please select line items from the

085 Social Security Tax 2,729
086 Empl Insurance Premium 5,810
087 Empl Retiremeant Expns 1,712
097 401K Retirement 1,070
271 Office Supplies 500
544 Office Equipment 2,000

Technology Related ?|{No

TPET Status ?
TPET Funded ?

TOTAL 49,488 ]

# of FTEs Requested 1 Revenue (%) Revenue Sourcelj
Position Name Position # Total FTEs for position
Accounting Clerk 11 10600 1

Linkage to Strategic Ob]ectu.fe

(List Corporate Objective(s) and i Run the Business (Enhance Customer Service, Develop Collaborative Solutions, Optimize
explain how this SLC Supports that Business Processes)
Objective) :

This SLC supports these strategic objectives by increasing our ability to invoice citizens in a
. timely manner for services provided by the City, also improving our ability to collect from

citizens. Finance, working collaboratively with other KBUs, would be able to improve processes
{ in all areas affected. The impact of this added position would be immediately felt since

Impact On " invoicing backlogs could be addressed and more collection efforts could be started. The ability
Strategic to expand our services to departments that need it would improve processing efficiency, thus
Objective increasing our ability to actually collect for these services.

; City Council increased Code Enforcernent staff in July 2005 thus mcreaslng the nurnber of
: citations issued each year. No corresponding increase was made in the Finance staff that
i supports the billing and collecting of these citations. This increase alone has significantly
! strained resources in the already strained Accounts Receivable section. In FY09, a new
i Accounts Receivable System will be installed that will enhance our ability to bill citizens and
SLC : customers for these and other services provided by City departments, some that are currently
Justification : being billed by the KBU with little-to-no collection follow-up.
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City of Charlotte
Service Level Change Request Form

— FY2010 & FY2011
CHARLOTTE.

Center Fund Project Name Dept Rank
|20300 - Revenue 0101 Revenue Collection Agent

Line Items FY10 FYi1l
011 Salary & Wage - Reg. 39,397 40,579 Pl Eg_sﬁ NQTE Please select Hne items from the
089 Othr Empl Fringe Bnfts 3,014, 3,104 i iine |tem cett Use the
0&7 Empl Retirement Expns 1,891 1,948 Ci
097 401K Retirement 1,182 1,217
086 Empl Insurance Premium

TOTAL

# of FTEs Requested

Position Name
Revenue Caollection Agent

5,810 6,333
Lo (DBE) rates.

Technology Related ?(No
TPET Status ?
TPET Funded ?

51,294 53,181

1 Revenue (%) Revenue Source:

Position # Total FTEs for position
220800 : 1

Linkage to Strategic Objectwe

{List Corporate Objective(s) and
explain how this SLC Supperts that

Objective)

Impact On
Strategic
Objective

SLC
Justification

Run the Busmess (Enhance Customer Serv:ce Dptlmlze Busmess Processes)

The addition of a Revenue Collection Agent will optimize business processes by allowing Finance
the opportunity to pursue collections of accounts with a balance of $250 or more. This will help
reduce the cost that the City pays an outside collection agency.

The pOSItlan of Revenue Collection Agent is needed to pursue collectlon of past due accounts for

! City Services before the account is referred to an outside collection agency. The City paid a

i collection agency $226,871 in FY08, The agency's collection rate is 24% of the amount actually
: collected. Currently Revenue's three agents telephone, write letters and meet with citizensin

i person to pursue collection. Currently, the agents pursue collection on accounts with a balance
. of $500 or more, We think that the addition of ancther agent , the staff will be able to pursue

i collection at the $250 level or more. This means that the account with balances less than $250
: will go to the collection agency thereby reducing collection expense.
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DIVISION-LEVEL STRATEGIC PLANS

As part of our continuing effort to improve Finance’s SOP, it was determined that a long-range plan
needed to be incorporated into our SOP to document and maintain a focus on our future goals. It was
also determined that the plans would be developed in the context of “moving to the next level” and
“changing our paradigm,” and with the ultimate objective of adding the most value to the City
organization.

The following pages provide an overview of the detailed division-level strategic plans that have been
developed for each of Finance’s divisions. These division-level strategic plans were documented
using the alignment model in order to ensure their alignment with corporate strategy. The
amalgamation of these division-level plans constitutes the long-range strategy for the Finance KBU as
a whole.
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