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Introduction

The goal of a business plan is to outline the necessary mission, goals, and resources of an organization.  This information is useful to management when making decisions, especially while facing some of the challenges confronting the organization, such as the economic outlook, and resource deficiencies.  

This year, business plan preparation was part of the formal budget development process
.  Implementing this process helped to develop a framework of information about themes and their missions and strategic priorities.  With the compilation of business plans, the Department of Management and Budget (DMB) seeks to improve the effectiveness, efficiency and accountability of its programs by determining success or value, and for setting goals for program performance with measurable results.

As envisioned, the business planning process is a dynamic and complementary process of setting direction, defining annual goals and measures, and reporting on performance.  Themes prepare strategic plans that set the general direction of their efforts for several years.  The annual business planning/budget development process establishes the connection between the long-term strategies outlined in theme strategic plans and the day-to-day activities of managers and staff.  It can also report, on an annual basis, the extent to which a theme is meeting annual performance goals and the actions needed to achieve or modify those goals that have not been met.

The plans should:  1) identify annual performance goals and measures for each of the theme’s program activities, 2) identify the strategies and resources needed to achieve the annual performance goals, and 3) provide an explanation of the procedures the theme will use to verify and validate its performance data.  The strategies identified in the plan should support the overall DMB strategies:  1) Increase Customer Satisfaction, 2) Manage Costs, 3) Streamline DMB Processes, and 4) Integrate Learning and Growth.  

The following summarizes observations on the themes’ plans and attempts to identify opportunities to improve the usefulness of future plans.

Assessing the Plans

Significant progress was made following the DMB reorganization.  The listing and descriptions of current programs and initiatives included in the plans was useful in providing an understanding of what the themes do.  Although all of the plans contained this valuable information, many of the plans lacked precise program goals or strategic initiatives to show how these programs and initiatives are to occur.  Plans that more directly explain how themes achieve goals would be more helpful when assessing the success or appropriateness of a strategy.  And with the focus on expectations of how well the plan communicates what an agency proposes to accomplish, there were very few performance measurements to define success and failure (How do you measure timely? Accurate? Good customer satisfaction?).  

The positive aspects of this most recent business planning process include:

· Most responses were well organized and constructed to fit the template that was approved by the Board of Directors on April 9, 2002
.  This allowed for quick plan review and fast reference.

· The plans provided a good, high-level overview of each theme.

· The final product allowed a view of like services or opportunities within the entire organization which might be used in coordinating efforts with related strategic or performance goals.

· There was a strong feeling that business plans are an important and integral part of a theme’s vision, as well as its annual or long-range goals.

The strengths of each plan are identified below:

Acquisition Services provided a good overview of the theme and its services.  The plan diagramed a direct link between world-class outcomes and practices being implemented, which in turn link to DMB’s overall goals and strategic initiatives.  The business plan clearly identified standards compared to the program areas’ current operation.  Acquisition Services began theme strategic planning in May 2002 with an anticipated completion of initiatives later in the calendar year.  

Agency Services provided a good business plan analysis by program area that clearly identified industry and operations analysis, changes that have resulted in cost savings, strategic and tactical initiatives, progress against DMB’s strategic plan, individual program accomplishments and rate comparisons, where applicable.  By breaking the plan down by each program area, the theme’s program staff can use this business tool.

Director’s Office provided a good overview on an office level and additional detail on the services provided by the Director’s Office, including industry narratives and operations analyses specific to each service.

Financial Services described the strategic initiatives of the theme and established some concrete, metrics that can be used to evaluate the efficiency of its services.  The plan includes a crosswalk that aligns trends and best practices with theme values, program goals, and performance measurements:  Employee Development, Continuous Improvement, Customer Satisfaction, Innovation and Integrity; that link to DMB’s overall goals and strategic initiatives.

Infrastructure Services provided a business plan analysis by program area that clearly identified industry and operations analysis, with a comprehensive Gap Analysis.  The Strategic Review provided a good visual method, using a reference table that outlined the business plan activities for the upcoming year and linked them to DMB’s overall goals and strategic initiatives.
Organizational Services described enterprise-wide efforts to provide human resource assistance to all themes and DIT, as well as coordinate the skills development throughout DMB.  The business plan clearly identified standards compared to the current operations of the program area and included a statement related to the need for resources to support performance goals.  Attachment D of the plan clearly defined strategic initiatives and showed the link to the overall goals of DMB.  

Retirement Services provided a clearly defined list of strategic initiatives that were linked to the Theme’s mission and the overall goals of DMB.  Additionally the theme established performance measures to track current performance and analyze the success of its strategic initiatives.  Attachments B, C and D clearly identified the strategic initiatives and how they linked to the overall goals and strategic initiatives of DMB, as well as defining measurements for each goal.

Tenant and Land Services provided a good overview on an office level of the services provided by this theme, including a clear, concise narrative on industry best practices specific to each service within the theme, and a customer assessment.

Some of the factors used when performing the assessment of the plans, were:

1. Was the plan complete – were all components within the template addressed?

2. To what extent has the agency established performance goals that clearly and specifically define the results the agency expects to achieve for the program activities in the agency’s budget?

3. To what extent are the performance goals expressed in an objective, quantifiable, and measurable form?

4. Is each performance measure linked or related to a performance goal?

5. Does the theme’s annual plan contain at least a summary of the mission statement and strategic goals as identified in the theme’s strategic plan?

6. Are the theme’s performance goals linked to the DMB mission, strategic goals, and program activities?

7. Does the plan discuss the cost and anticipated benefits of any proposed improvement/reduction to achieve certain goals (a cost analysis showing dollars saved was beneficial)?

8. Does the plan specify the amount of budgetary resources associated with the achievement of performance goals?

9. To what extent does the plan indicate how information technology will be used to improve performance or help achieve performance goals?

10. To what extent is the theme is seeking to identify ways to better align its human resource management efforts with program performance goals?

Following a review of the business plan submissions
 and the comments provided in response to the process survey, these opportunities were identified:

	Opportunities to Improve the Usefulness of Annual Business Plans:
	Practice to Apply

	The business planning process should be ongoing and not tied to the yearly budget process.


	1. Update business plans at least annually; and amend and revise on an on-going basis to respond to changes or direction-altering events as appropriate.

2. Continue business planning at the Theme level with Financial Services facilitating the process.

	Better articulate an outcome orientation.
	3. Create performance goals and measures that relate to important functions, outcomes, or mission-critical management issues of the program.

4. Define measurements that are quantifiable.  

5. Show baseline and trend data for past performance.

6. Use intermediate goals and measures to show progress or contribution to intended results.

7. Link the goals to the balanced score card and/or the overall departmental strategic goals.

8. Use the plans to identify programs that contribute to the same or similar results.

	Build understanding and support.
	9. Involve all levels within the Theme in the business planning process to gain buy-in and support.

10. Communicate the plan to lower level employees for their use as a tool, and not only use the plan as a budget tool.

11. Clarify or demystify the budget process, budget opportunities, and budget impact.

12. Clarify or provide training on performance measurements.

	Show performance consequences and impact of budget and other resource decisions.
	13. Identify imaginative reductions or improvement suggestions to proactively address budget cuts or opportunities for change.

14. Provide formal feedback to the Themes regarding their budgets to close the loop in this continuous process.

	Build the capacity to gather and use performance information.
	15. Describe efforts to verify and validate performance data.

16. Identify internal and external sources for data.

17. Identify actions to compensate for unavailable or low-quality data.

18. Discuss implications of data limitations for assessing performance.


Recommendations

Translating the use of resources into measurable results is a continual challenge.  This assessment may help identify additional questions that individual theme directors or committees may wish to pursue subsequently in more depth.  It is hoped that this will be useful in preparing future plans.

The following recommendations are proposed as a way to improve on, or continue the success of the business planning/budget development process:

Support – it is recommended that:

1. A template again is used for ease in completing and analyzing budget submission documents.  

2. The template will be expanded to include components (i.e., technology needs) and changed to streamline descriptive information into an Executive Summary.  Financial Services will seek Board of Directors approval for a FY05 model.

3. Theme contacts remain the same wherever possible.

Process – it is recommended that:

1. Timelines be clarified and adhered to.

2. Plans be submitted electronically.

3. Plans be available on the Intranet for everyone to view and use as a tool (business plan portion only).

4. The process of feedback to themes on financial impacts, approved budget reductions, or authorized enhancements be expanded or improved upon.

Product – it is recommended that:

1. Themes use the plans as a business tool throughout the year, making amendments and updating the plan as appropriate.  Maintaining and updating the business plan should not be tied into the annual budget process.

2. Themes break down the plans into each functional area where it is relevant. 

3. Performance measures be included that adequately indicate progress towards theme performance goals.  The measures should give a clear picture of the themes’ goals and how they link to the DMB goals, and answer questions such as where the data comes from, how it was collected, and what were the results.

4. Financial Services lead the effort to gather theme business plans that include information related to strategic initiatives, performance goals and measurements linked to resources, and budget information.

5. Plans discuss implications of data limitations for assessing performance and identify actions to compensate for unavailable or low-quality data.
Training – it is recommended that:

1. Training be available to theme contacts and directors on the budget process, business planning and performance measurements.

	BUSINESS PLANNING, BUDGET AND RATE DEVELOPMENT

	 CALENDAR - FY 2003/FY 2004

	 
	 

	2002
	 

	Date
	Activity

	 
	 

	March 26
	Model presented to Board of Directors and Councils.

	 
	 

	April 8
	Theme contacts identified and decision made on whether theme will do business plan independently or with assistance of Financial Services.

	 
	 

	April 9
	Business Plan Model approved by Board of Directors

	 
	 

	April 9
	Model updated by Financial Services per recommendations from Board of Directors.

	 
	 

	April 10
	Instructions mailed to programs.

	 
	 

	April 11
	Training provided to Financial Services program accountants and other affected staff.

	 
	 

	April 15
	Training provided to theme contacts.

	 
	 

	May 6 - May 10
	FY2003 and FY2004 payroll projection databases available. Projections will include economics and steps.

	 
	 

	May 15
	Financial Services issued March 31, 2002 quarterly financial projections.

	 
	 

	May 15 (est.)
	Early retirement reductions due in State Budget Office.

	 
	 

	May 20
	Draft business plans sent to theme areas by Financial Services, excluding the budget and rate development portion.  This does not apply if theme area is preparing its own. 

	 
	 

	May 22
	Program reduction targets established and sent to theme areas.


	BUSINESS PLANNING, BUDGET AND RATE DEVELOPMENT

	 CALENDAR - FY 2003/FY 2004

	2002
	 

	Date
	Activity

	May 22
	Financial projections based on February or March YTD data, cash balances, and early retirement plans finalized by Financial Services for both FY2003 and FY2004.

	 
	 

	May 31
	Draft rates, improvements and reductions sent to theme areas.

	 
	 

	June 14
	FY2003 and FY2004 billing rate proposals, budget improvements and reductions, and business plans due in Financial Services.  

	 
	 

	June 14
	Survey sent to theme areas for feedback on Business Planning/Budget Development process.

	 
	 

	June 25
	Themes present highlights of their plans at All Council meeting.

	June 27
	Rate proposals and budget proposals summarized by Financial Services and Budget Officer.  Summaries sent to Board of Directors for review.

	 
	 

	June 27
	Surveys due in Financial Services.

	 
	 

	July 9
	Budget and rate proposals reviewed and final decisions made by Board of Directors.

	 
	 

	August 15
	June 30, 2002 quarterly financial projections issued by Financial Services.

	 
	 

	August 15
	FY2003 rate book finalized and sent to printer.

	 
	 

	August 15
	Draft budget program descriptions sent to theme areas for review.

	 
	 

	September 3
	Budget program descriptions submitted for new theme areas.

	 
	 

	October 1
	FY2004 preliminary billing rate changes shared with the State Budget Director.

	 
	 

	September & October
	FY2004 budget submissions for appropriated programs (organization charts, program descriptions, program improvements, program reductions, and program outcomes) finalized in accordance with State Budget Director's calendar and instructions.


INSTRUCTIONS FOR COMPLETING 

BUSINESS PLANNING/BUDGET DEVELOPMENT DOCUMENTS
The following are instructions for completing the business planning and budget development documents for your Theme.  Please read them carefully and refer to them when completing the narrative or filling out the forms.  Theme areas have the option of completing these documents themselves with a few exceptions as noted or with the assistance of Financial Services staff.  Refer to the instructions below and to the chart in Attachment A.  

COMPONENT 1 TO BE FILLED OUT BY THEME AREA OR FAB ANALYST

Component 1:  Cover Sheet

Include:

1. Name of Theme

2. Name of Director

3. Name of Contact Person 

4. Phone Number of Director and/or Contact Person

5. Name and Contact Information of Preparer

COMPONENTS 2 AND 3 TO BE FILLED OUT BY THEME AREA

Component 2:  Mission and Vision

This can be on the Theme level, or broken down into Program levels.

Component 3:  Values

This can be on the Theme level, or broken down into Program levels.

COMPONENTS 4-7 TO BE FILLED OUT BY FAB ANALYST OR THEME CONTACT

Component 4:  Theme Description

Provide:

1. General description of Theme;

2. Brief history (cite any legislative directives, laws, or regulations that affect the Theme or its programs);

3. Brief description of the Theme’s core business functions, or programs;

4. List of the Theme’s programs and the services offered.  Allow one line for each service.

Component 5:  Industry Narrative

This information can be provided at the Theme, or Program level.  Your work on Theme strategic planning and other program specific business planning efforts should provide a base for this submission.

3. Describe the basic functional approach of the industry or other like-businesses;

4. Identify industry trends/best practices;

5. Identify world-class outcomes.

Component 6:  Operations Analysis

This information can be provided at the Theme, or Program level.  Your work on Theme strategic planning and other program specific business planning efforts should provide a base for this submission.

6. Describe service gap review (analysis of current services provided versus the industry trend or world-class outcome, or based on research with other organizations or states).

a. Look at the industry or other like-businesses, identify a “model” from which to base program improvements. 

b. Identify service gaps based on findings within the strategic plan.

c. Review:  

i. What are we doing? 

ii. Why are we doing it? 

iii. What is our service level?

7. Customer Assessment:  This information can be provided at the Theme, or Program level.  Your work on Theme strategic planning, CSAM, or customer surveys should provide a base for this submission.  Identify:  

a. Primary customers;

b. Customer needs;

c. Customer needs not being met;

d. Identify methods you use to communicate with your customers (i.e., ADPICS, ListServ, telephone, ad hoc meetings, etc.).

3. Service Delivery Alternatives or Options

a. Describe how products are delivered or services provided.

b. Identify options, such as:

i. Technology;

ii. Partnerships with internal or external entities;

iii. Get out of the business entirely.

4. Value Added (Current and Future)

a. How do you add value currently (what are you doing well)?

b. How will you continue to add value in the future?

c. Identify one or two processes or services that saved dollars.  This can be based on a survey, or by collecting testimonials from current customers.  

Component 7:  Strategic Review

This information can be provided at the Theme, or Program level.  Your work on Theme strategic planning, CSAM, and other program specific business planning efforts should provide a base for this submission.  Identify:  

1. Progress against DMB Strategic Plan;

2. Theme or Program strategic focus, including an explanation of the steps that were taken to identify goals and strategic initiatives;

3. Review of goals and outcome measures.  

COMPONENT 8 TO BE FILLED OUT BY FMD-MSS, FMD-ESS AND FAB ACCOUNTANTS

Component 8:  Financial Projections, Key Data Comparison

Accurate financial projections are an important tool for budget development since they help identify whether adequate funding already exists to meet programmatic needs.  
For Appropriated Programs:  Financial Services, Fiscal Management Division accountants will prepare the financial projections.  Theme areas will be required to review and verify the data.  Appropriated programs do not complete Key Data Comparison.  

For Non-Appropriated Programs:  In cooperation with Financial Services, Fiscal Management Division accountants, complete the financial projections.  These should reconcile with the information on the Key Data Comparison spreadsheet (Attachment B).  The Key Data Comparison spreadsheet will be included with the financial projection as information on program rate analysis.  

COMPONENT 9-10 TO BE FILLED OUT BY FAB ACCOUNTANTS OR THEME CONTACT

Component 9:  Program Improvements or Rate Increases (Optional)
Program improvement and rate increase proposals must be supported by your Theme’s business and strategic plan.  This planning should serve as a basis for reviewing and developing budget needs.  For each improvement or rate increase request, a narrative description of the proposal must be provided.  

For Appropriated Programs:  Appendix A provides examples of two program improvement proposals.  Program improvement proposals should describe the proposed change in detail, and cover issues such as:

· Purpose: Provide a description of the request.  Include any background or history and a statement of the problem.

· Recommendations: Describe the proposed solution or recommendations for addressing the problem.  Include a narrative on any evaluation of best practices, or alternatives that were considered, such as outsourcing, discontinuing or cutting back the service, discontinuing a lower priority activity, and the reason each was not selected.

· Customer Impact:  Describe future or unmet customer needs that are being addressed by this recommendation.  What is the quantifiable impact on customers if this recommendation is supported? (This narrative should be linked to Component 11 – Program Outcomes.)  What is the impact on the program and customers if this requested change is not supported, including quantifiable impact? (This narrative should be linked to Component 11 – Program Outcomes.)

· Organizational Changes:  For proposals that require organizational changes, organization charts must be submitted showing the requested change.  

· Recommended Appropriation Increase:  Include data on how the amount of the increase was determined, e.g., Civil Service classification of proposed new positions and cost detail, and cost detail on CSS&M or other support increases.  To estimate the costs of new staff in FY2004, use the salary from the FY2002 Compensation Manual at the maximum for the proposed classification, a factor of 22.35% of salaries and wages for retirement, a rate of $8,500 per FTE for longevity and insurance, and an amount of $2,000 per FTE for routine CSS&M support costs.  FMD accountants can assist you in determining salary and fringe benefit costs of any new positions you may be considering.  (Attach any supporting documentation as necessary.)  

· Timeline:  Indicate the anticipated timeframe to implement the requested change including the amount of lead-time necessary.

· Statutory Changes:  Are there any statutory changes needed in order to implement this request?  If yes, please describe.

· Auditor General:  Is this change request the result of Auditor General recommendations?  If yes, cite specific audit date and recommendation number(s) and describe.

For Non-Appropriated Programs:  Rate increase proposals should describe the proposed change in detail, and cover issues such as:

· Purpose: Provide a description of the request.  Include any background or history and a statement of the problem.

· Recommendations: Describe the proposed solution or recommendations for addressing the problem.  Include a narrative on any evaluation of best practices, or alternatives that were considered, such as outsourcing, discontinuing or cutting back the service, discontinuing a lower priority activity, and the reason each was not selected.

· Customer Impact:  Describe future or unmet customer needs that are being addressed by this recommendation.  What is the quantifiable impact on customers if this recommendation is supported?  What is the impact on the program and customers if this requested change is not supported, including quantifiable impact? (This narrative should be linked to Component 11 – Program Outcomes.)

· Recommended Rate Increase:  Include justification for the proposed increase in rate, such as:  What industry or business challenges are driving revenue or expenditure changes?  What strategy is being followed to limit rate increases?  Show how rates compare with the private sector.  What are the quantifiable outcomes to be achieved?  

· Organizational Changes: For proposals that require organizational changes, organization charts must be submitted showing the requested change.  

· Cash Deficit:  Include a description of the strategy to minimize cash deficit.

· Retained Earnings:  Include a description of the strategy to preserve or utilize retained earnings.

· Timeline:  Indicate the anticipated timeframe to implement the requested change including the amount of lead-time necessary.

· Statutory Changes:  Are there any statutory changes needed in order to implement this request?  If yes, please describe.

· Auditor General:  Is this change request the result of Auditor General recommendations?  If yes, cite specific audit date and recommendation number(s) and describe.

Component 10:  Program or Rate Reductions

Reduction proposals must be realistic and achievable.  Assume that all reduction proposals are ongoing and are sustainable for future years.  You may propose a single reduction that meets your target, or propose a series of reductions that, when totaled, meets your target.  

For Program Reductions (Appropriated Programs):  All appropriated programs, regardless of funding source, are required to do 10% reduction plans.  Specific targets will be issued at a later date.  Prioritize the reduction proposals.  Use the attached form Reduction Proposal (Attachment C) for describing all reduction proposals.  Where the form is pre-filled or contains instructions to leave a section blank, ignore that section.  

For the Detailed Description of Proposed Reduction, include a narrative that describes the proposed reduction in detail and covers issues such as:

· Why the reduction is possible and why this proposal was selected;

· Quantifiable impact (attach measures, graphs and other statistical information that supports this);

· If staff will be eliminated, whether the positions are filled or vacant;

· Impact on the office’s strategic plan;

· Impact on customers;

· Financial/budgetary detail on how the cost savings was estimated (attach supporting detail as necessary);

· Lead time needed to implement the reduction;

· Statutory changes needed for implementation, if any.

Under Total FY2004 Savings, show the GF/GP and gross dollar savings for the proposed reduction.

For Number of FTE’s Eliminated, show the total number of FTE’s that will be eliminated if the proposal were implemented.  (Include detail to support this FTE reduction in the description or as an attachment.)

For Alternatives, describe alternatives to the proposal that were identified and rejected, including cost data where appropriate.

For Rate Reductions (Non-Appropriated Programs):  Internal service funds are required to submit 10% reduction plans.  The reduction should be 10% of FY2002 projected expenditures for the program as shown on the Financial Projection.  Use the attached form Reduction Proposal – Non-Appropriated (Attachment D) for describing all reduction proposals.  

For the Detailed Description of Proposed Reduction, include a narrative that describes the proposed reduction in detail and covers issues such as:

· Why the reduction is possible and why this proposal was selected;

· What specific rates could be lowered and by how much if the proposal were supported.

· If staffing will be eliminated, whether the positions are filled or vacant.

· Quantifiable impact (attach measures, graphs and other statistical information that supports this);

· Impact on the office’s strategic plan or business plan;

· Impact on customers;

· Financial/budgetary detail on how the cost savings was estimated (attach supporting detail as necessary);

· Lead time needed to implement the reduction;

· Statutory changes needed for implementation, if any.

Under Total FY2002 Projected Expenditures, show the total FY2002 projected expenditures from the financial projection.

For Total FY2004 Savings, show the total dollar savings for the proposed reduction (should be 10% of the FY2002 projected expenditures).

For Alternatives, describe alternatives to the proposal that were identified and rejected, including cost data where appropriate.

COMPONENT 11 TO BE FILLED OUT BY THEME AREAS

Component 11:  Program Outcomes

The State Budget Office requires that improvement proposals demonstrate quantifiable impact on the department’s goals and objectives.  These goals and objectives are those that are most fundamental to the department’s core mission and/or are of most interest to the public.  

Any program requesting additional funding must submit program outcomes that demonstrate how the additional fund quantifiably impacts the program outcome.

Additionally, updated data must be provided for program outcomes that were included in the Governor’s Executive Budget for Fiscal Year FY2003 as show in the attached form titled “Department Mission and Major Department Goal or Objective.”  (See Attachment E)  

COMPONENT 12 TO BE FILLED OUT BY APPROPRIATE RESOURCE

Component 12:  Appendix

Organization Charts:  Charts should reflect approved/funded positions, including student assistant and limited term.  All charts must indicate approved reporting relationships, employee name, and Civil Service classification.  Part-time and limited term employees must be identified.  Do not include proposed, temporary employee, contractor, or co-op student positions.  Resource:  Theme Area.

Rate Booklet Narrative (if applicable):  Submit a brief narrative for the FY2003 DMB Service Rates booklet, explaining the rate change and describing program developments that improve service and service delivery.  Resource:  FMD-MSS and FMD-ESS.

Other Financial Analyses (if applicable) to include:  Resource:  FMD-MSS and FMD-ESS.

· Operating Statement;

· Balance Sheet;

· Cash Flow;

· Cost Benefit Analysis.

Supporting Documentation:  Include supporting documents that will help convey an accurate picture of the Theme, such as:  Resource:  FAB Analyst or Theme contact.

· Testimonials or Letters of Reference;

· Charts or Graphs;

· Survey Results.

DEFINITION OF TERMS

	TERM
	DEFINITION

	BSC


	Balanced Score Card – A tool that DMB is using to support strategy execution efforts. Briefly summarized the balanced scorecard tells you the knowledge skill, and systems that employees will need (Learning and Growth) to innovate and build the right capabilities and efficiencies (Process) delivered in a cost effective/efficient manner (Financial), and resulting in maximum value added to your customers (Customer).



	Business Plan
	A business plan is a written description of what you plan on doing and how you plan on doing it – like a blueprint.  The business plan will help to identify the strengths and weaknesses of a Theme, and to provide a strategy to further a Theme’s value.  It should include a description of the business, products and services; identify customers, goals and strategies; and include corresponding financial data. 

 

	CSAM
	Customer Needs Self-Assessment Model – A tool to use to identify your customer(s) and their expectations.  Developed by the Customer Needs SPEG.



	CSS&M
	Contractual Services, Supplies and Materials – represents dollars associated with supporting a program.

	FAB
	Financial Analysis and Business Planning Support Section, Financial Services Theme.



	FMD-ESS
	Fiscal Management Division, Employment Services Section, Financial Services Theme.



	FMD-MSS
	Fiscal Management Division, Management Services Section, Financial Services Theme.



	ISF
	Internal Service Fund – These are funds that may be used to report any activity that provides goods or services to other funds, departments, or agencies of the primary government and its component units, or to other governments, on a cost-reimbursement basis. The internal service funds will be included in the proprietary fund financial reporting and will be reported with the governmental activities in the Government-wide Financial Statements.  The terms Revolving Fund and ISF are used interchangeably.



	Mission


	A precise, concise and inspiring declaration of the fundamental purpose for which the organization exists.

 

	Values
	The principles, goals and standards that we live by.  Values support the Vision.



	Vision
	A clear statement of where the organization wants to be in the future.  It is a hoped-for destination, an ultimate goal.




Business Planning/Budget Development Process Survey Results

Number of Responses (9 Total Responses)

	
	
	 
	Circle One

	
	Questions
	 
	1 = Strongly Disagree, 3 = Neutral,

	
	
	
	 5 = Strongly Agree

	
	
	
	 

	
	
	 
	1
	2
	3
	4
	5

	1
	The business planning and budget development process went smoothly with little or no problems.
	 
	 
	2
	4
	3
	 

	2
	Business planning was defined and there was sufficient explanation of the need for a business plan.
	 
	 
	1
	1
	4
	3

	3
	The budget process and timelines were explained clearly and effectively.
	 
	 
	
	2
	7
	 

	4
	Training on the process was provided to enable an effective response to the requested information.
	 
	 
	
	3
	6
	 

	5
	The instructions for completing the documents, as well as the instructions for submission, provided sufficient direction.
	 
	 
	
	1
	5
	3

	6
	Information necessary for the completion of all documents was delivered within the time frames designated.
	 
	 
	3
	1
	4
	1

	7
	Financial Services representatives are courteous and helpful.
	 
	 
	
	
	4
	5

	8
	Financial Services representatives are knowledgeable about business planning requirements and approaches.
	 
	 
	
	5
	3
	1

	9
	Financial Services representatives were available for assistance and responded in a timely fashion.
	 
	 
	
	1
	5
	3

	10
	Financial Services is genuinely interested in providing good customer service.
	 
	 
	
	
	5
	4

	11
	Financial Services should lead the business planning process next time.
	 
	 
	1
	4
	3
	1

	12
	The business plan should be updated yearly.
	 
	 
	5
	
	3
	1


Business Planning/Budget Development Process Survey Results

Percentage Based on Number of Responses

	
	
	1
	2
	3
	4
	5

	1
	The business planning and budget development process went smoothly with little or no problems.
	0%
	22%
	44%
	33%
	0%

	2
	Business planning was defined and there was sufficient explanation of the need for a business plan.
	0%
	11%
	11%
	44%
	33%

	3
	The budget process and timelines were explained clearly and effectively.
	0%
	0%
	22%
	78%
	0%

	4
	Training on the process was provided to enable an effective response to the requested information.
	0%
	0%
	33%
	67%
	0%

	5
	The instructions for completing the documents, as well as the instructions for submission, provided sufficient direction.
	0%
	0%
	11%
	56%
	33%

	6
	Information necessary for the completion of all documents was delivered within the time frames designated.
	0%
	33%
	11%
	44%
	11%

	7
	Financial Services representatives are courteous and helpful.
	0%
	0%
	0%
	44%
	56%

	8
	Financial Services representatives are knowledgeable about business planning requirements and approaches.
	0%
	0%
	56%
	33%
	11%

	9
	Financial Services representatives were available for assistance and responded in a timely fashion.
	0%
	0%
	11%
	56%
	33%

	10
	Financial Services is genuinely interested in providing good customer service.
	0%
	0%
	0%
	56%
	44%

	11
	Financial Services should lead the business planning process next time.
	0%
	11%
	44%
	33%
	11%

	12
	The business plan should be updated yearly.
	0%
	56%
	0%
	33%
	11%


Business Planning/Budget Development Process Survey Results

Average and Standard Deviation Per Question

	Questions

	

	

	
	Average
	Std Dev

	The business planning and budget development process went smoothly with little or no problems.
	3.1
	1.263187

	Business planning was defined and there was sufficient explanation of the need for a business plan.
	4.0
	1.732051

	The budget process and timelines were explained clearly and effectively.
	3.8
	2.246947

	Training on the process was provided to enable an effective response to the requested information.
	3.7
	1.987616

	The instructions for completing the documents, as well as the instructions for submission, provided sufficient direction.
	4.2
	2.118103

	Information necessary for the completion of all documents was delivered within the time frames designated.
	3.3
	1.347151

	Financial Services representatives are courteous and helpful.
	4.6
	2.529629

	Financial Services representatives are knowledgeable about business planning requirements and approaches.
	3.6
	1.679875

	Financial Services representatives were available for assistance and responded in a timely fashion.
	4.2
	2.118103

	Financial Services is genuinely interested in providing good customer service.
	4.4
	2.450578

	Financial Services should lead the business planning process next time.
	3.4
	1.411301

	The business plan should be updated yearly.
	3.0
	1.314684
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Summarized Responses to Questions 13 & 14

· Business plans should be updated quarterly.

· Financial Services made a great effort at business plans.  However, business planning should be left to each Theme area and with budget submissions being the only response required.  Not a lot of value gained by doing a business plan for this purpose.  There are competing planning efforts going on with the board of directors.

· In the future, it would be helpful to receive a copy of past submissions when there is a major re-organization or changes in personnel. 

· When the budget analyst is the most knowledgeable about what is happening, that knowledge should be shared.  

· The theme no longer has a person that has an understanding of all financial impacts across the theme.  Hopefully, we will have a better handle on this next year.

· There needs to be a process to inform the theme areas of what budget reductions or enhancements were approved or accepted.  It appears that reductions offered last year were accepted, but nothing communicated back, so the changes suggested were never implemented.

· The business planning process should not be tied to the yearly budget process.  The business plans should be reviewed at least yearly, and referred to throughout the year as a living document.  

· It is difficult to explain the Theme’s mission and vision in one sentence, and in the next sentence identify major cuts that will prohibit the Theme from working towards that mission/vision.

· NOTE: For Question #8, we believe the knowledge and coordination of the business plan and process rests appropriately in Financial Services.  We responded with a 3 because we think this was a learning experience for all of us, including our contacts in Financial Services.

· Q#1 – Hindered by the myriad of issues surrounding the aftermath of the early out and uncertainty over the funding availability for FY2004.

· Q#8&9 – Neutral responses are due to the fact that our Theme did not avail itself of Financial Services’ assistance to an extent to be able to respond in an informed manner.  Offers of assistance were genuine and follow-up was timely. 

· Q#12 – Updates should be at least annually.  The business plan should be amended and updated on an on-going basis.

	Theme
	Mission/Vision
	Values
	Brief Description
	List of Services



	Acquisition
	S
	S
	S
	S

	Agency
	*1
	S
	X2
	X

	Director’s Office
	X
	X
	S
	S

	Financial 
	S
	S
	S
	S

	Infrastructure
	S
	X
	S
	X

	Organizational
	S
	S
	S
	S

	Retirement
	S
	S
	S
	S

	Tenant and Land
	S
	S
	S
	S

	Theme
	Industry Narrative
	Operations Analysis
	Customer Assessment
	Service Delivery Alternatives/Options

	Acquisition
	S
	*1
	S
	S

	Agency
	S
	S
	S
	S

	Director’s Office
	S
	S
	S
	S

	Financial 
	*1
	S
	S
	S

	Infrastructure
	S
	*1
	S
	S

	Organizational
	S
	S
	S
	S

	Retirement
	S
	S
	S
	S

	Tenant and Land
	S
	S
	S
	S

	Theme
	Strategic Initiatives Linked to DMB
	New Goals and Initiatives Defined
	Measures
	Reduction Proposal

	Acquisition
	S
	X
	X
	S

	Agency
	S
	S
	X
	S

	Director’s Office
	X
	X
	X
	X

	Financial 
	*2
	S
	S
	S

	Infrastructure
	S
	S
	S
	S

	Organizational
	*1
	S
	*2
	S

	Retirement
	*1
	S
	S
	S

	Tenant and Land
	X
	X
	X
	S

	Theme
	Program Improvements
	Organization Chart
	Other Attachments
	Electronic Submission



	Acquisition
	S
	S
	*2
	S

	Agency
	S
	S
	*3
	S

	Director’s Office
	X
	X
	
	S

	Financial 
	X
	S
	*3
	S

	Infrastructure
	S
	S
	*2
	X

	Organizational
	X
	S
	*3
	S

	Retirement
	*2
	S
	*3
	S

	Tenant and Land
	S
	S
	*1
	S

	Theme
	IT Needs Identified
	IT Comments

	Acquisition
	S
	Project management software (Niku)

	Agency
	S
	In CPC, high-speed digital roll-fed printing system.  In QA, help desk that compiles data from all themes – one stop shop.

	Director’s Office
	X
	

	Financial 
	X
	

	Infrastructure
	S
	Supply chain management system.

	Organizational
	X
	

	Retirement
	S
	Equipment hosting, application support, licensing charges, and back file conversation costs for Vision ORS.

	Tenant and Land
	X
	

	
	
	


Key:
S=Submitted

X=No Submission

*=Comments provided below for this theme.

	Theme
	Comments



	Acquisition
	1. Information was gathered from several sources:  Customer Survey, Procurement Transformation Business Case, World Class Purchasing Report and NASPO Industry Report.

2. Used CSAM and Customer Survey

	Agency
	1. Mission statement at the Theme level and for all programs; vision statement at program levels only.

2. No general description provided at the Theme level.  Program levels started with Industry Narrative section.

3. Rate information and program accomplishments (where applicable).

	Director’s Office
	

	Financial 
	1. Trends and best practices were linked to strategic initiatives, DMB goals, and performance measures and identified a desired outcome.

2. The Strategic Review references the DMB strategic plan, then outlines the Theme’s strategic goals and measures, including a chart with target metrics.

3. CSAM, Communication Plan

	Infrastructure
	1. Good comparison of industry versus current operation position in the Gap Analysis.

2. Customer survey results and Communication Plan.

	Organizational
	1. Attachment D of the plan clearly defined strategic initiatives and showed the link to the overall goals of DMB.  

2. Objectives, outcomes or deliverables were identified, but no measurements/metrics.

3. CSAM, Communication Plan, BSC, OS Strategy Plan.

	Retirement
	1. Attachment B of the plan identified the Theme’s initiatives that are aligned to the DMB strategic plan.

2. Improvement request was submitted, however, it would have been useful to have a complete breakdown and cost analysis of the requested appropriation.

3. Best-In-Class Report – A benchmarking analysis, Business Plan (links strategic initiatives to DMB overall goals, Strategic Plan diagram, BSC including measurements for Theme’s initiatives.

	Tenant and Land
	1. Budget worksheets for Risk Management








� Attachment 1:  Business Planning, Budget and Rate Development Calendar.


� Attachment 2:  Instructions for Completing Business Planning/Budget Development Documents.


� Attachment 3:  Business Planning and Budget Development Process Survey.


� Attachment 4:  Business Plan/Budget Development Submission Checklist.
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		The business planning and budget development process went smoothly with little or no problems.		1.2631868066		1.2631868066

		Business planning was defined and there was sufficient explanation of the need for a business plan.		1.7320508076		1.7320508076

		The budget process and timelines were explained clearly and effectively.		2.2469474967		2.2469474967

		Training on the process was provided to enable an effective response to the requested information.		1.98761598		1.98761598

		The instructions for completing the documents, as well as the instructions for submission, provided sufficient direction.		2.1181026384		2.1181026384

		Information necessary for the completion of all documents was delivered within the time frames designated.		1.3471506281		1.3471506281

		Financial Services representatives are courteous and helpful.		2.5296293284		2.5296293284

		Financial Services representatives are knowledgeable about business planning requirements and approaches.		1.6798745063		1.6798745063

		Financial Services representatives were available for assistance and responded in a timely fashion.		2.1181026384		2.1181026384

		Financial Services is genuinely interested in providing good customer service.		2.4505784119		2.4505784119

		Financial Services should lead the business planning process next time.		1.411300658		1.411300658

		The business plan should be updated yearly.		1.3146843962		1.3146843962
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Summary

		

								Circle One

				Questions				1 = Strongly Disagree, 3 = Neutral,

								5 = Strongly Agree

								1		2		3		4		5				1		2		3		4		5				Average		Std Dev

		1		The business planning and budget development process went smoothly with little or no problems.						2		4		3						0%		22%		44%		33%		0%				3.1		1.2631868066

		2		Business planning was defined and there was sufficient explanation of the need for a business plan.						1		1		4		3				0%		11%		11%		44%		33%				4.0		1.7320508076

		3		The budget process and timelines were explained clearly and effectively.								2		7						0%		0%		22%		78%		0%				3.8		2.2469474967

		4		Training on the process was provided to enable an effective response to the requested information.								3		6						0%		0%		33%		67%		0%				3.7		1.98761598

		5		The instructions for completing the documents, as well as the instructions for submission, provided sufficient direction.								1		5		3				0%		0%		11%		56%		33%				4.2		2.1181026384

		6		Information necessary for the completion of all documents was delivered within the time frames designated.						3		1		4		1				0%		33%		11%		44%		11%				3.3		1.3471506281

		7		Financial Services representatives are courteous and helpful.										4		5				0%		0%		0%		44%		56%				4.6		2.5296293284

		8		Financial Services representatives are knowledgeable about business planning requirements and approaches.								5		3		1				0%		0%		56%		33%		11%				3.6		1.6798745063

		9		Financial Services representatives were available for assistance and responded in a timely fashion.								1		5		3				0%		0%		11%		56%		33%				4.2		2.1181026384

		10		Financial Services is genuinely interested in providing good customer service.										5		4				0%		0%		0%		56%		44%				4.4		2.4505784119

		11		Financial Services should lead the business planning process next time.						1		4		3		1				0%		11%		44%		33%		11%				3.4		1.411300658

		12		The business plan should be updated yearly.						5				3		1				0%		56%		0%		33%		11%				3.0		1.3146843962

		13		What information would assist you in the future with regards to the process, or financial issues in general.

		14		What information would you like to see available to you on the website?






