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Mission 
The Department of Administration for Human Services promotes excellence in human services delivery by 
providing quality administrative and management services for the benefit of the community.  
 

Focus 
The Department of Administration for Human Services (DAHS) serves the community with quality 
administrative and management services.  Since its formation in January 1995, DAHS has fulfilled its mission 
to provide the best administrative and management services for the County's human services departments 
and programs.  The Human Services system directly serves over 100,000 individuals annually through the 
provision of social services, behavioral and primary health care, juvenile justice, affordable housing, and 
recreation services.  Human services programs offered in the County affect almost everyone in the 
community. 
 
All of the department’s work is achieved in collaboration with its customers.  The department is focused on 
maintaining partnerships and maximizing resources to sustain and grow programs where service demands 
require it.  DAHS participates in interagency planning and supports efforts to integrate services wherever 
possible.  Areas of top priority include improved strategies for children and youth services, improved 
opportunities for affordable housing, enhancement of the quality of life for seniors, improved access to health 
care, and ending homelessness. 
 
DAHS focuses on preserving cross-system coordination functions and identifying continuous process 
improvement opportunities to ensure both efficient and effective administrative support.  The County’s human 
services system is very large, requiring more than $450 million in expenditures and 4,000 merit employees, 
while billing and collecting approximately $170 million in revenues and reimbursements.  All of this work is 
managed with a low administrative overhead rate of 2.0 percent.   
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As a part of the agency's Strategic Plan, DAHS conducted a Customer Satisfaction Survey in Fiscal Year 2009.    
Using customer feedback received from prior years’ surveys, DAHS made improvements to payment 
collections for services (such as child care and social services programs); enhanced the security and facilities 
planning capacity for Human Services; developed uses of the Internet for program reporting and invoicing 
from contractors and service providers in the community (such as the County's Consolidated Community 
Funding Pool); improved the procurement processes for County staff needing goods and services; established 
training and orientation programs for DAHS staff; and offered technical assistance to nonprofit, faith-based 
and community-based providers on conducting business with the County. 
 
DAHS maintains a significant role in shaping functional business practices for Human Services programs to 
improve efficiency and effectiveness.  Current challenges and trends have significantly influenced the focus of 
the department’s initiatives.  Some of these trends include: (1) increasing diversity of the County population 
and workforce; (2) increasing complexity in federal and state funding sources and corresponding regulatory 
requirements; (3) continued emphasis on alternative funding mechanisms; (4) growing demand for services; 
and (5) ongoing development of new partnerships with the private sector, nonprofit and faith-based providers 
for service delivery.  Current challenges include budget and position constraints, cross-coordination of 
complex functions for a wide-ranging customer base, employee retirements, building functional expertise 
within business units while ensuring specialized knowledge of human services programs and services, and 
unfunded and changing requirements from a variety of sources (e.g., licensing and regulatory requirements, 
emergency preparedness planning, and enhanced contract monitoring). 
 
DAHS' primary goal is to "Provide Excellent Customer Service."  This goal will be achieved through the 
successful implementation of strategies and initiatives related to six interconnected, supporting goals: 
 
♦ Commitment to Common Goals - Commitment to, and implementation of, department initiatives that 

support the priorities of the human services system and the County. 

♦ Knowledge of Customer Needs - Develop an in-depth understanding of customers' businesses and use 
expertise to anticipate and provide the right services. 

♦ Technical Expertise - Develop and maintain a professional workforce that is motivated and highly skilled. 

♦ Teamwork - Identify and promote collaborative partnerships and teams within and between business 
areas, human services departments and County agencies. 

♦ Sound Management and Leadership - Each employee fosters, maintains, and implements the best 
business practices and principles of sound management and leadership. 

♦ Resources - Optimize use and management of existing resources and pursue new resource opportunities. 
 
Leadership and coordination support are provided by DAHS to the Human Services Council, particularly in 
areas related to the annual review and development of recommendations regarding the County's budget and 
to strategic planning for human services.  DAHS staff is actively involved with countywide task forces working 
on process efficiency, corporate systems and other facets of County operations.  DAHS works with the 
Department of Systems Management for Human Services and the Department of Housing and Community 
Development to provide staff support for the Consolidated Community Funding Pool (CCFP), specifically to 
the Consolidated Community Funding Advisory Committee, which oversees the funding award process.  
DAHS participates on the Human Services Leadership Team and on the Alcohol Safety Action Program 
(ASAP) Policy Board. 
 
The agency’s functional business areas work closely to form a seamless system of business support for staff 
and customers. Organizational Management provides overall guidance for the department and coordinates 
the work carried out in the business areas.  The director works collaboratively with all human services 
departments to set organizational goals and objectives, and to initiate and maintain partnerships with other 
County agencies and community partners to support the County's overall human services system.   
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The Financial Management area prepares and monitors human services’ budgets with expenditures totaling 
more than $450 million, manages more than 60 grants, and performs accounts receivable and billing for 
services functions for human services agencies.  Financial staff forecasts and collects revenues from the state 
and federal governments, clients, third-party payers, local jurisdictions, and other organizations that are 
anticipated to offset County expenditures by more than $170 million.  This division ensures timely and 
accurate financial reporting and compliance with policies and auditing requirements.  The Financial 
Management division actively participates in resource development and management initiatives to support 
program growth and development where service demands require.    
 
The Human Resources area provides personnel administrative support, including recruitment, staffing, 
employee relations, payroll, and employee benefits for more than 4,000 merit human services employees.  In 
conjunction with the Department of Management and Budget and the Department of Human Resources, staff 
conducts workforce planning on a semiannual basis, during which classification and compensation issues are 
addressed in order to meet the goals of strategic plans.  Each year, agencies' diversity plans are updated and 
implemented.  DAHS’ Human Services Training Team is developing a human services core curriculum, sharing 
resources in program-specific training, conducting supervisory development training, and establishing a 
systematic approach to training registration and documentation.  Last year, DAHS sponsored 100 professional 
development courses which were attended by 2,240 participants. 
 
The Contracts Management area supports development and administration of contractual agreements with 
public and private providers for delivery of human services programs.  In FY 2010, the value of services 
handled by Contracts Management will be approximately $143 million, for multi-year services offered through 
an estimated 1,200 contractual agreements.  Staff supports human services departments and their partners in 
the development of programs and projects involving for-profit, nonprofit, government, educational, and faith 
providers in the community.  Staff monitors compliance with contract terms and conditions and required 
performance outcomes.  Technical assistance is provided to businesses, individuals, and organizations 
conducting or seeking business with the County through development and delivery of training, provider 
forums, information exchanges, monthly newsletters, site visits, and other mechanisms.   
  
The Physical Resources area oversees 373 facilities including 120 office and services sites and 253 residential 
program sites serving consumers throughout the County.  Staff ensures timely processing of more than 25,400 
purchasing transactions and 160,000 invoices. This business area also provides facility services support, 
emergency planning, and information services to the human services system.   
 

Challenge of FY 2010 Budget Reductions 
The Department of Administration for Human Services was established in January 1995 through the 
consolidation of administrative functions and staff from across the human services system, as part of a County-
wide Human Services redesign initiative.  DAHS achieved efficiencies in administrative services, improved 
business practices, and elimination of redundant functions.  The FY 2010 Lines of Business reductions will 
challenge the department’s business model, requiring changes in how we provide business support to our 
customers.  DAHS is mindful that the County’s Human Services system itself will need DAHS’ administrative 
infrastructure to implement and manage their transformational change through a human services system that 
will strive to improve outcomes.   
 
Most of DAHS’ work is driven by the needs of our customers.  DAHS is collaborating and coordinating with 
other agencies on the Lines of Business reductions and the impact, not only with regard to DAHS, but also on 
human services programs.  DAHS will maintain the ability to collect revenues, reimbursements, and fees for 
services (approximately one-third of human services’ expenditures are offset by revenues).  DAHS will assure 
compliance with federal and state requirements for administrative functions of mandated programs and 
services.  Further, most cross-department coordination functions of the department will be preserved.   
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However, the elimination of 12/12.0 SYE positions will reduce already lean resources for the following 
functions: payments management, financial management, human services training, contracts management 
and monitoring, procurement, facility services support, and information technology services.  The elimination 
of these 12 positions will result in additional time being required to complete functions such as:  reporting and 
auditing, providing technical assistance to providers and program staff, performing data administration and 
performance reporting functions for outsourced services, providing staff for Open Hires, reconciling and 
auditing procurement card transactions, monitoring expenditures against budgets, and completing prompt 
payments to vendors.  Also, it will result in increased caseloads for contract and payment staff, and increased 
time to complete solicitations and individual purchase of service agreements.  Only core human services 
training and information technology strategic planning services will be continued.  Finally, human services 
fingerprinting functions will be transferred to the Department of Human Resources. 
 
The implemented reductions will translate into delays in delivery of administrative services to the greater 
Human Services system.  Some business efficiencies are currently being implemented and other innovative 
approaches are being considered.  When implemented, these changes may mitigate the impact on DAHS’ 
customers.  As we move forward, DAHS will continue to improve the efficiency and effectiveness of the 
services we provide to our many customers. 
 

Budget and Staff Resources      
 

Agency Summary

Category
FY 2008
Actual

FY 2009
Adopted

Budget Plan

FY 2009
Revised

Budget Plan

FY 2010
Advertised
Budget Plan

FY 2010
Adopted

Budget Plan
Authorized Positions/Staff Years
  Regular  159/ 159  159/ 159  160/ 160  144/ 144  148/ 148
Expenditures:
  Personnel Services $9,680,739 $9,731,679 $9,459,316 $8,702,719 $8,915,848
  Operating Expenses 1,523,295 1,515,895 1,840,941 1,373,589 1,387,589
  Capital Equipment 0 0 0 0 0
Subtotal $11,204,034 $11,247,574 $11,300,257 $10,076,308 $10,303,437

Less:
  Recovered Costs ($58,717) ($61,371) ($61,371) ($64,143) ($64,143)
Total Expenditures $11,145,317 $11,186,203 $11,238,886 $10,012,165 $10,239,294

 

Summary by Program Component

Category
FY 2008
Actual

FY 2009
Adopted

Budget Plan

FY 2009
Revised

Budget Plan

FY 2010
Advertised
Budget Plan

FY 2010
Adopted

Budget Plan
Operational Management $1,742,268 $1,591,964 $1,651,741 $1,420,016 $1,420,016
Financial Management 2,980,970          3,160,413          3,086,724          2,864,508          2,982,223          
Human Resources 1,668,020 1,577,391 1,774,732 1,361,050 1,361,050
Contracts Management 1,618,009 1,833,289 1,776,566 1,581,712 1,691,126
Physical Resources 3,136,050 3,023,146 2,949,123 2,784,879 2,784,879
Total Expenditures $11,145,317 $11,186,203 $11,238,886 $10,012,165 $10,239,294
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Position Summary 
 Operational Management   Human Resources   Physical Resources 

1 Director  1 Policy and Information Manager  1 Policy and Information Manager 
1 Deputy Director  2 Resource Dev. and Trg. Mgrs.   2 Accountants III 
0 Management Analysts IV (-1)  2 Management Analysts III  2 Accountants II 
0 Business Analysts II (-1)  4 Management Analysts II  2 Accountants I 
1 Administrative Assistant V  4 Administrative Assistants V (-1)  1 Management Analyst IV 

   10 Administrative Assistants IV  2 Management Analysts III 
 Financial Management  2 Administrative Assistants III  1 Management Analyst II (-1) 

1 Policy and Information Manager  0 Training Specialists III (-1)  2 Management Analysts I  
2 Fiscal Administrators  1 Business Analyst I  2 Business Analysts III 
2 Management Analysts IV     5 Administrative Assistants V 
6 Management Analysts III   Contracts Management  7 Administrative Assistants IV   
3 Management Analysts II (-2)  1 Policy and Information Manager  13 Administrative Assistants III (-1) 
3 Management Analysts I  2 Management Analysts IV  0 Administrative Assistants II (-2) 
1 Accountant III   6 Management Analysts III (-1)  1 Administrative Associate 
3 Accountants II  12 Management Analysts II  1 Gen. Bldg. Maint. Worker I 
2 Accountants I  1 Housing Specialist IV  1 Housing Services Specialist III 
1 Business Analyst II  0 Administrative Assistants IV (-1)    
2 Administrative Assistant V        
6 Administrative Assistants IV       

19 Administrative Assistants III       
3  Administrative Assistants II       

        
TOTAL POSITIONS 

148 Positions (-12)/148.0 Staff Years (-12.0)                                               (-) Denotes Abolished Position due to Budget Reductions 

 

FY 2010 Funding Adjustments 
The following funding adjustments from the FY 2009 Adopted Budget Plan are necessary to support the FY 2010 
program.  Included are all adjustments recommended by the County Executive that were approved by the Board 
of Supervisors, as well as any additional Board of Supervisors’ actions, as approved in the adoption of the budget 
on April 27, 2009. 
 
♦ Employee Compensation $173,818 

A net increase of $173,818 includes $176,590 for the full-year impact of salary increases awarded during 
FY 2009 offset by an increase of $2,772 in Recovered Costs due to recovery of salary costs for services to 
other agencies.  It should be noted that no funding is included for pay for performance or merit awards in 
FY 2010. 
 

♦ Reductions ($1,120,727) 
A decrease of $1,120,727 and 12/12.0 positions reflects agency reductions utilized to balance the 
FY 2010 budget. The following chart provides details on the specific reductions approved, including 
funding and associated positions: 

 

LOB Reduction Impact Posn SYE Reduction 

Utilize Recurring 
Savings from 
Retirement of 
Long-Term Staff 
and Refilling the 
Positions at 
Lower-Than-
Budgeted Levels – 
Financial 
Management  

At least seven long-term Financial Management staff will 
be retiring in FY 2009 or early FY 2010. The revenue-
generating functions performed by these positions are 
essential to achieving the core mission of the department 
and support the greater human services system.  If these 
positions are not filled, continuity of business support to 
human services functions is disrupted causing delays in 
Financial Management services. Savings are achieved by 
filling retirement vacancies at lower-than-budgeted levels. 

0  0.0  $61,430 
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LOB Reduction Impact Posn SYE Reduction 

Utilize Recurring 
Savings from 
Retirement of 
Long-Term Staff 
and Refilling the 
Positions at 
Lower-Than-
Budgeted Levels – 
Facilities, 
Procurements and 
Payments 
Management 

At least three long-term staff in this business area will be 
retiring in FY 2009 or early FY 2010. These positions 
ensure that payments are made to service providers in 
the community, many of whom already are experiencing 
severe challenges due to the deteriorating economic 
situation.  These positions are essential to achieving the 
core mission of the department and support the greater 
human services system and must be filled to ensure 
continuity of business support to human services 
functions is disrupted causing delays in facilities, 
procurement and payments management services. 
Savings are achieved by filling retirement vacancies at 
lower-than-budgeted levels. 

0  0.0  $27,778 

Utilize Recurring 
Savings from 
Retirement of 
Long-Term Staff 
and Refilling the 
Positions at 
Lower-Than-
Budgeted Levels – 
Human Resources 

At least two long-term staff in this business area will be 
retiring in FY 2009 or early FY 2010. These Human 
Resources positions are essential to achieving the core 
mission of the department and support the greater 
human services system. If these positions are not filled, 
continuity of business support to human services 
functions is disrupted causing delays in human resources 
services. Savings are achieved by filling retirement 
vacancies at lower-than-budgeted levels. 

0  0.0  $31,533 

Eliminate Limited 
Term Funding 

This reduction results in additional time required to 
complete assignments, such as supporting selection 
advisory committees, and recording and archiving closed 
files.  Direct mail services, file maintenance, answering 
the “must-answer” line, and receiving and date-stamping 
delegated procurements will be affected.  Functions are 
assumed by professional staff, which impairs the capacity 
to perform services in a timely and efficient manner. 

0  0.0  $15,455 

Eliminate Funding 
for Contracted 
Temporary 
Clerical Support 

This reduction eliminates in its entirety funding for 
temporary clerical support in the Contracts Management 
Division. 

0  0.0  $21,306 

Reduce Funds 
Supporting Victim 
Services and 
Restitution 
Services 

Eliminating the funding and maintaining the position 
provides a resource to continue programs such as 
advocacy to victims of crime due to existing 
understaffing. These programs provide a variety of 
services including processing the information dealing 
with victims where criminal charges have been filed 
against juveniles and where restitution has been ordered 
by the court   In addition, services eliminated include 
orientation and training for volunteers assigned to the 
Victim Services Unit, liaison between victims, 
Commonwealth Attorney, and Police, the maintenance 
of the schedule for victim support services within the 
unit and maintenance, and location of the legal files until 
final disposition. 

0  0.0  $41,642 

Eliminate 
Fingerprinting 
Function 

As a result of this reduction, Human Services 
fingerprinting functions are transferred to the 
Department of Human Resources (DHR). Given the 
anticipated volume, there may be delays in setting up 
appointments through DHR, thus affecting the timeliness 
of background responses and compliance with state 
requirements.  Also, Human Services employees could 
be on the payroll for longer periods before finding out 
that they might be disqualified from employment due to 
background investigation results. 

0  0.0  $35,568 
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LOB Reduction Impact Posn SYE Reduction 

Eliminate 
Administrative 
Assistant III 
Position 
Supporting 
Department of 
Family Services 

Community-based service providers rely on receipt of 
timely payments from the County to ensure their payroll 
obligations and financial sustainability.  Eliminating this 
accounts payable position potentially jeopardizes the 
continuation of services to families and individuals.   

1  1.0  $42,659 

Eliminate 
Management 
Analyst II Position 
Supporting 
Community and 
Recreation 
Services 

This reduction impairs the level of service provided to 
the Department of Community and Recreation Services 
(CRS), reducing previous standards of performance.  For 
example, the capacity to audit and balance expenditures 
of the CRS procurement card program, monitor CRS 
expenditures against the budget, and provide general 
financial management services to CRS staff will be 
reduced.  Required information is not be readily 
available, requiring additional time for financial 
management staff and program staff to accomplish work.  
Some functions performed by this position shift to 
remaining Financial Management staff, while other, more 
general functions may need to be conducted by CRS 
staff. 

1  1.0  $84,745 

Reduce 
Consultant 
Funding Assisting 
Workforce 
Development 

In FY 2008, 100 courses were held for more than 2,240 
participants.  Reducing consultant funding assisting with 
workforce development decreases core training courses 
by 40 percent overall.  In addition, 69 percent of 
“elective” courses will not be offered. 

0  0.0  $50,000 

Eliminate 
Management 
Analyst II Position 
Supporting 
Emergency 
Response 
Planning and 
Implementation 

Eliminating this position seriously limits the department’s 
core emergency response planning and implementation 
function.  The capacity of DAHS to manage and 
maintain critical emergency response plans for the 
various Human Services co-located sites are reduced.  
Staff is unable to track and maintain the database of staff 
at various sites responsible for implementation of the 
emergency response procedures.  Coordinated site and 
safety efforts at the respective co-located facilities are 
eliminated, negatively affecting the operation of the 
facilities.  Program staff at the various sites is required to 
assume responsibility so that employees at each co-
located site are trained and remain aware of the 
emergency response plans and procedures. 

1  1.0  $73,958 

Eliminate 
Administrative 
Assistant V 
Position 
Supporting 
Community and 
Recreation 
Services 

Eliminating this position results in spreading the required 
processing of performance appraisals among remaining 
Human Resources staff.  Part-time assistance from other 
Human Resources staff is required since this position is 
eliminated.  During CRS Open Hires, multiple staff are 
necessary, probably requiring overtime costs which need 
to be absorbed by the agency. 

1  1.0  $54,331 

Eliminate 
Administrative 
Assistant II 
Position 
Supporting 
Procurement 
Card Program 
Reconciliation 
and Audit 

This reduction affects the financial advantage of the 
County’s expanded use of procurement cards versus 
blanket purchase orders.  It impairs the capacity to 
efficiently and timely reconcile and audit transactions for 
more than 200 procurement cards with 11,030 
transactions.  Adherence to policy and procedures may 
be compromised as a result of this reduction. 

1  1.0  $49,685 
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LOB Reduction Impact Posn SYE Reduction 

Eliminate Training 
Specialist III 
Position 

This reduction eliminates development of new training 
courses, with the exception of needs deemed critical by 
the Human Services Leadership Team.  Paired with the 
loss of consultants in Reduction 001-68-256, abolishing 
this Training Specialist position reduces the current 
training level by 75 percent.   

1  1.0  $73,737 

Eliminate 
Administrative 
Assistant IV 
Position 
Supporting 
Licensure and 
Insurance 
Functions for 
Contracts 

Eliminating this position jeopardizes compliance with 
state and federal mandates governing the maintenance 
of certain information as part of contractual services 
provision.  Non-compliance risks audit findings from 
state and federal funding sources.  Additionally, 
development of ad-hoc reports and specific data 
administration are eliminated.  Reports of expiring 
licenses and insurance, and follow-up to maintain copies 
of current licenses and insurance shift to the professional 
staff.  The capacity to complete required work in a timely 
and efficient manner is impaired. 

1  1.0  $44,035 

Eliminate Job-
Shared 
Management 
Analyst II Position 
Supporting 
Community 
Services Board 
Budget and 
Contracts 
Management 
Functions 

In addition to affecting financial oversight of $45 million 
in Community Services Board (CSB) service contracts 
and subsidized medications, there may be an additional 
cost to the County General Fund because remaining staff 
will not have sufficient capacity to minimize the 
expenditure of County funds when regional funds are 
the designated payer for services.  This reduction also 
eliminates medication cost tracking and reporting to the 
CSB Medical Director and CSB prescribing programs.  
Also affected will be requests, assignment, and 
maintenance of medication co-pay and non-co-pay data 
for CSB programs accessing the Express Scripts 
pharmacy benefit for indigent CSB consumers, and the 
review of medication charges computed by the state’s 
Community Resource Pharmacy.  The County’s fiduciary 
and contractual responsibilities with vendors will be at 
risk because the review and follow-up of financial reports 
will not be completed in a timely manner.   

1  1.0  $88,539 

Eliminate Most 
Components of 
Both Cross-
System and 
Routine IT 
Planning and 
Support for 
Human Services 

Some of the cross-system functions eliminated by this 
reduction include routine support activities such as IT 
security coordination, user access-related change 
activities to provide timely and efficient access to staff 
accessing technology systems, resolution of software-
related problems, remote access and network access 
requests, maintenance of inventory, and support for 
desktop and laptop computers will be eliminated, and 
liaison with the Department of Information Technology 
(DIT). 

2  2.0  $178,185 

Eliminate 
Administrative 
Assistant II 
Position 
Supporting the 
Comprehensive 
Services Act 
(CSA) 

Eliminating this position severely impairs the payments 
management obligation to the CSA program, especially 
in conjunction with Reduction 001-68-254.  This position 
is responsible for more than 5,000 of 160,000 total 
invoices processed annually, but the capacity to 
complete payments in a timely manner is severely 
diminished.  Thus, reimbursement from the state for 
eligible CSA and Family Services expenses is adversely 
affected if payments are not completed in a timely 
manner.  Also, this reduction nearly eliminates the ability 
to complete prompt payments to vendors, resulting in 
additional losses of prompt payment discounts. 

1  1.0  $50,957 
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LOB Reduction Impact Posn SYE Reduction 

Eliminate 
Management 
Analyst III 
Position Providing 
Contracts 
Administration 
Activities 

This reduction impairs the capacity to perform technical 
assistance to providers and program staff responsible for 
authorization of services.  Data administration and 
performance reporting functions for outsourced services 
are adversely affected, as is provider training for required 
electronic reporting on services delivered.  Required 
reporting functions are reassigned to remaining staff.  
Preparation of user manuals, procedures, and systems’ 
user and staff training for three automated systems is 
adversely affected.      

1  1.0  $95,184 

 

Changes to FY 2009 Adopted Budget Plan 
The following funding adjustments reflect all approved changes in the FY 2009 Revised Budget Plan since 
passage of the FY 2009 Adopted Budget Plan.  Included are all adjustments made as part of the FY 2008 
Carryover Review, FY 2009 Third Quarter Review, and all other approved changes through April 20, 2009. 
 
♦ Carryover Adjustments     $375,046 

As part of the FY 2008 Carryover Review, the Board of Supervisors approved an increase of $375,046 
primarily associated with contractual agreements for initiatives that enhance strategic planning, staff 
development, and organizational development, as well as furniture and fixtures and computer software.   
 

♦ Position Adjustment     $0 
During FY 2009, the County Executive approved the redirection of 1/1.0 SYE Business Analyst III position 
to the Department of Administration for Human Services in support of the Office to Prevent and End 
Homelessness. 
 

♦ Third Quarter Adjustments ($322,363) 
As part of the FY 2009 Third Quarter Review, the Board of Supervisors approved a net reduction of 
$322,363 including $234,536 based on additional personnel services reductions, $37,827 based on the 
mandatory January 2, 2009 furlough day and $50,000 associated with accelerated personnel services 
decreases that are to be taken in FY 2010 and which represent savings in FY 2009.  
 

Key Performance Measures 
 

Goal 
To provide quality customer service to the community by utilizing administrative, technical, and management 
expertise to help promote and achieve excellence in human services. 
 

Objectives 
♦ To maintain an accounts receivable collection rate of 99 percent. 
 
♦ To pay 95 percent of bills for goods and services within 30 days of receipt of invoice.  
 
♦ To complete agreements for 90 percent of new contracts within the original time frame. 
 
♦ To complete 88 percent of contract renewals, extensions and amendments within the original time frame.  
 
♦ To conduct contract reviews, so that 93 percent of contractors are in compliance with 90 percent or 

more of contract terms and performance provisions. 
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Prior Year Actuals Current 
Estimate 

Future 
Estimate 

Indicator 
FY 2006 
Actual 

FY 2007 
Actual 

FY 2008 
Estimate/Actual FY 2009 FY 2010 

Output:      

Value of collected Human 
Services agencies' accounts 
receivable (in millions) $163.46 $168.48 

$161.88 / 
$179.64 $165.45 $171.28 

Invoices paid 147,860 154,654 
155,000 / 

159,791 160,000 160,000 

Total active contracts 1,169 1,196 1,000 / 1,189 1,200 1,200 

Contract renewals, extensions 
and amendments completed 430 582 440 / 460 460 460 

Monitoring visits for contract 
compliance 239 316 275 / 249 250 250 

Efficiency:      

Accounts receivable dollars 
collected/SYE (in millions) $5.63 $5.80 $5.58 / $6.19 $5.70 $5.70 

Cost per payment (invoice) 
processed $5.42 $5.46 $5.46 / $5.01 $5.01 $5.01 

Contracts and agreements 
managed per staff 109 85 100 / 89 92 100 

Average contract renewals/ 
extensions/amendments per staff 40.0 40.0 30.0 / 40.0 40.0 40.0 

Total staff hours for contract 
audits 791 1,308 1,000 / 1,195 1,100 1,100 

Service Quality:      

Average work days to complete 
accounts receivable collection 15 15 15 / 15 15 15 

Average work days to pay a bill 15 12 12 / 12 12 12 

Percent of customers satisfied 
with the contract 
solicitation/selection process 90.0% 100.0% 100.0% / 95.0% 100.0% 100.0% 

Percent of customers satisfied 
with development of contract 
scope of services for contract 
renewals, extensions and 
amendments 90.0% 100.0% 90.0% / 95.0% 100.0% 96.0% 

Percent of audited contracts 
resulting in improved contract 
compliance 93.0% 92.0% 90.0% / 93.0% 93.0% 93.0% 
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Prior Year Actuals Current 
Estimate 

Future 
Estimate 

Indicator 
FY 2006 
Actual 

FY 2007 
Actual 

FY 2008 
Estimate/Actual FY 2009 FY 2010 

Outcome:      

Percent of accounts receivable 
collected within year 100.04% 100.80% 

99.00% / 
109.89% 99.00% 99.00% 

Percent of payments made to 
vendors within 30 days of 
receipt of invoice 95.0% 94.7% 95.0% / 95.0% 95.0% 95.0% 

Percent of new contract awards 
completed within original 
timeframe 89.0% 89.0% 80.0% / 91.0% 93.0% 90.0% 

Percent of contract renewals, 
extensions and amendments 
completed within original 
timeframe 84.0% 87.0% 90.0% / 88.0% 88.0% 88.0% 

Percent of contracts in 
compliance with at least 90% of 
contract terms and performance 
provisions 92.0% 91.0% 90.0% / 93.0% 93.0% 93.0% 

 

Performance Measurement Results 
In FY 2009 it is projected that $165.45 million in accounts receivable will be collected.  The percent of 
collected accounts receivable is based on the availability of state and federal funds, client and program fees, 
third-party payments, and expenditure reimbursements.  In FY 2008, $179.64 million, or 109.71 percent of 
estimated accounts receivable, was collected.  The higher than anticipated collection rate was due primarily to 
additional revenue that was received for public assistance and child care programs.  Funding for programs is 
based not only on local expenditures, but also on the availability of state funding.  The Virginia Department of 
Social Services reviews unspent funds by localities across the state and adjusts funding appropriations late in 
the fiscal year. 
 
In FY 2008 the percentage of new contracts completed within the original projected timeframe was 91 
percent, a 13.8 percent increase over the projection of 80 percent.  A total of 1,189 contractual agreements 
were supported by division staff in FY 2008.  To assess provider performance and to ensure effective services 
delivery, an estimated 20 percent of active contracts are targeted for monitoring visits and reviews.  In 
FY 2008, 249 monitoring visits were completed.  As a result of actions taken to ensure contractual provision 
compliance, 93 percent of all services contracts were in compliance with the majority of the contract terms 
and provisions.   
 
The department’s final objective is to pay 95 percent of bills for goods and services within 30 days of 
receiving an invoice.  In FY 2008, 159,791 invoices were paid, compared to 154,654 invoices paid in 
FY 2007, an increase of 3.3 percent.  The cost per payment (invoice) processed was $5.01 per invoice in 
FY 2008, compared to $5.46 in the prior year.  
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