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Mission

The mission of the Fairfax County Public Library is to enrich individual and community life by providing and
encouraging the use of library resources and services to meet evolving educational, recreational and
informational needs of the residents of Fairfax County and the City of Fairfax.

Focus

The Fairfax County Public Library (FCPL) operates eight regional libraries and 14 community libraries
conveniently located to serve all the residents of Fairfax County and Fairfax City. Located at the Fairfax
County Government Center, the Library’s Access Services provides unique services for residents with visual
and physical disabilities. In addition to operating these 24 public service sites, the Library has developed an
impressive and expanding array of library services for remote users through the Library’s Web pages on the
County’s website.

Over six million visits to Fairfax County libraries were made in FY 2009. A full range of library services is
available to customers who visit libraries including: access to over 2.5 million items for borrowing or onsite
use; professional research assistance; programs for adults and children of all ages; student homework support;
electronic information resources; and public Internet access. FCPL customers borrowed almost 14 million
items during FY 2009. Remote use of FCPL resources continues to increase annually as more interactive
services are enabled and access to information databases is increased.

To better reach residents of high-growth areas, the County built new libraries in Burke and Oakton. The
Oakton Library opened in the fall of 2007 and the Burke Centre Library opened in June 2008. In January
2008, the City of Fairfax Regional Library moved to a new facility built as a result of a partnership between the
City of Fairfax and Fairfax County. Funded by a voter-approved bond referendum in 2004, four libraries are
currently under renovation. Dolley Madison Library in the Dranesville District, Thomas Jefferson Library in the
Mason District, Richard Byrd Library in the Lee District and the Martha Washington Library in the Mount
Vernon District are the County’s oldest libraries. The renovation of these older libraries will result in facilities
that meet the technological requirements of 21* century library service. While the buildings are under
construction, County residents use temporary libraries that have been opened near each site.

The Fairfax County Public Library system is one of the dynamic links that connects residents to local and
global resources for lifelong learning and self-enrichment. The Library’s Strategic Plan provides direction for
achieving this vision and the Library works to be integral to the life of every Fairfax County and City resident.
The Library anticipates and monitors changes in the community such as demographic shifts or different school
curriculum requirements, and responds to these community needs by prioritizing the use of resources and
realigning programs, collections and services. The Library is a leader in the information business, maximizing
staff expertise to create value-added products that enhance traditional and web-based services. The Library
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connects people and information by making local and global resources available at safe and convenient
public places and through 24/7 virtual access.

Through Archives and Records Management, the Library is responsible for accurately and efficiently managing
the storage and retrieval of the County’s temporary and historical records. Archives and Records
Management will continue to identify and implement opportunities to improve employee safety, security,
productivity and customer service in FY 2011.

FY 2011 Budget Reduction Impact Summary

To address the projected FY 2011 budget shortfall, a reduction of $3,400,000 has been included in the
FY 2011 Advertised Budget Plan. Of this amount, the agency reduced funding for Library Operations by
$2,514,000; Administration by $621,000 and Technical Operations by $265,000. This reduction has been
accomplished through the elimination of 81/79.5 SYE positions as follows: 65/63.5 SYE positions for Library
Operations; 11/11.0 SYE positions for Administration and 5/5.0 SYE positions for Technical Operations. As
part of this reduction, an increase of $48,245 in Recovered Costs will be provided from Fund 105, Cable
Communications, to provide support for salary costs for the Employee Lending Library for Video Instructional
Services (ELLVIS).

These reductions will significantly impact service delivery and internal operations. Library customers will have
to adjust to new reduced hours of operation, reduced service delivery and resources and longer wait times
and processing times for various services. Library staff will experience increased work loads and increased
scope of duties to compensate for the contraction and elimination of staff resources and will experienced
altered work schedules to provide service coverage that was previously provided by eliminated positions.

FY 2010 Budget Reductions included a 15 percent reduction to Library’s budget. This reduction included a

12 percent reduction in hours of library service per week; the elimination of 32/30.5 SYE positions and 305
limited-term positions; and a 25 percent reduction in the materials budget.

Budget and Staff Resources

Agency Summary
FY 2010 FY 2010 FY 2011
FY 2009 Adopted Revised Advertised
Category Actual Budget Plan Budget Plan Budget Plan
Authorized Positions/Staff Years

Regular 482/ 455.5 450/ 425 447/ 423.5 366/ 344
Expenditures:

Personnel Services $24,585,780 $22,558,100 $22,558,100 $19,206,345

Operating Expenses 6,792,586 5,863,965 8,068,604 6,151,068

Capital Equipment 73,000 0 0 0
Subtotal $31,451,366 $28,422,065 $30,626,704 $25,357,413
Less:

Recovered Costs $0 $0 $0 ($48,245)
Total Expenditures $31,451,366 $28,422,065 $30,626,704 $25,309,168
Income:

Coin Microform Readers $174,123 $161,178 $161,178 $161,178

Library Database Fees 3,368 4,132 12,403 12,403

Library Overdue Penalties 1,664,376 2,185,088 2,185,088 2,185,088

City of Fairfax Contract 42,366 42,823 0 0

Library State Aid 629,543 648,741 648,741 648,741
Total Income $2,513,776 $3,041,962 $3,007,410 $3,007,410
Net Cost to the County $28,937,590 $25,380,103 $27,619,294 $22,301,758
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FY 2011 Funding Adjustments

The following funding adjustments from the FY 2010 Adopted Budget Plan are necessary to support the FY 2011
program:

¢ Employee Compensation $0

It should be noted that no funding is included for pay for performance or market rate adjustments in FY
2011.

Funding Adjustment $288,803
An increase of $288,803 in Operating Expenses is required to allow for the proper alignment of
responsibilities for the delivery of library books to FCPL patrons. The Department of Purchasing and
Supply Management’s (DPSM) Recovered Costs will increase by a commensurate amount. There is no
net impact to the General Fund cost associated with this adjustment.

Department of Vehicle Services ($1,700)
A decrease of $1,700 in Operating Expenses is associated with anticipated requirements for fuel, vehicle,
replacement, and maintenance charges.

Reductions ($3,400,000)
A decrease of $3,400,000 is primarily associated with the elimination of 81/79.5 SYE positions and
reflects agency reductions utilized to balance the FY 2011 budget. An increase of $48,245 in Recovered
Costs will be provided from Fund 105, Cable Communications to provide support for salary costs for the
Employee Lending Library for Video Instructional Services (ELLVIS). The following chart provides details
on the specific reductions approved, including funding and associated positions:

Title Impact Posn SYE Reduction
Reduce Library | This reduction impacts customers and employees by offering 65 63.5 | $2,514,000
Operations fewer hours of service at both regional and community

libraries; less equipment troubleshooting; fewer youth and
adult programs (dependent on the new hours at each library);
and a shorter summer reading program. In addition,
customers will need to learn new hours of operation among
the various types of libraries and find alternate meeting sites.
Approximately 300 disabled customers will not be able to
order library books for home delivery via USPS (they will
have to physically visit a library to pick up books); and 35
deposit sites at senior living facilities, nursing homes and adult
care centers will no longer receive rotating collections of
library books. Full-time employees will be required to work
every Saturday and/or two evenings per week. The reduction
of service hours and the elimination of positions will reduce
the number of customers served and challenge overall
customer satisfaction. As a result of this reduction, proposed
hours of operations are as follows: 8 Regional Libraries:
Monday/Wednesday:  1-9pm;  Tuesday/Thursday/Friday:
10am-6pm; Saturday: 10am-5pm; Sunday: 1-5pm. 14
Community Libraries: Monday/Wednesday/Friday: 10am-
6pm; Tuesday/Thursday: 1-9pm; Saturday: 10am-5pm;
Sunday: closed. Total proposed hours of operations each
week in FY 2011 across branches is 1066. Total hours of
operations in FY 2010 across branches is 1198. Total hours

of operations in FY 2009 across branches was 1346.
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Title

Impact

Posn

SYE

Reduction

Reduce
Funding for
Administration

This reduction will eliminate the Grants Office for individuals
seeking grants from private or public funding and reference
and research service previously offered to County agencies
through Information Central. As a result, due to the reduced
personnel support in Administration, production time for
publications will increase, review of press coverage will
decrease and financial transactions in accounts payable,
revenue collections and procurement will require a longer
time to process. Additionally, library human resources will
require a longer time to process paperwork and filing and
administrative support will be absorbed by the remaining
staff. This reduction is also accomplished by charging salary
costs from the Employee Lending Library for Video
Instructional  Services (ELLVIS) to Fund 105, Cable
Communications.

$621,000

Reduce
Technical
Operations

This reduction increases processing time for orders and the
addition of items to the catalog, and will thereby delay
availability to customers. In addition, new titles selections will
be delayed; County document delivery to the branches will
be delayed; monitoring of holds will be reduced and
customers will wait longer for reserved materials. In addition,
technical support and training on electronic databases will be
reduced and Virginia room titles and gifts will be delayed in
reaching libraries.

5.0

$265,000

Changes to FY 2010 Adopted Budget Plan

The following funding adjustments reflect all approved changes in the FY 2010 Revised Budget Plan since

passage of the FY 2010 Adopted Budget Plan.

Carryover Review, and all other approved changes through December 31, 2009:

¢ Carryover Adjustments
As part of the FY 2009 Carryover Review, the Board of Supervisors approved funding of $2,204,639
including encumbered Operating Expenses increases of $1,915,836 associated with encumbered carryover
and $288,803 to allow for the proper alignment of responsibilities for the delivery of library books to FCPL
patrons. The Department of Purchasing and Supply Management (DPSM) Recovered Costs will increase by
the same amount. There is no net impact to the General Fund as a result of this adjustment.

¢ Position Adjustment
As part of the internal reorganization of Library Operations including increasing hours of existing positions
and management initiatives including the increased use of technology, 3/1.5 SYE positions were
redeployed to other agencies on needs identified by the County Executive.
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Cost Centers
The four cost centers of the Library are Administration, Technical Operations, Library Operations, and
Archives and Records Management. The cost centers work together to fulfill the mission of the Library and
carry out the key initiatives for the fiscal year.

FY 2011 Cost Center Summary

Technical
Operations
$5,217,084

Administration
$4,289,566

Archives and

L 4

Records
Management Library
$502,164 Operations
$15,300,354
PN
Administration it g & € LI
Funding Summary
FY 2010 FY 2010 FY 2011
FY 2009 Adopted Revised Advertised
Category Actual Budget Plan Budget Plan Budget Plan
Authorized Positions/Staff Years
Regular 51/ 50 49/ 48 49/ 48 38/ 37
Total Expenditures $5,053,124 $4,774,866 $5,188,677 $4,289,566
Position Summary
Administrative Services Support Services 1 Supervisory Graphic Artist
1  Library Director 2 Library Program Coordinators 1 Graphic Artist I
1 Deputy Library Director 2 Library Regional Managers 1 Administrative Assistant V
0  Assoc Dirs. Library Tech Ops. (-1) 1 Training Specialist Il 4 Administrative Assistants IV (-3)
2 Management Analysts IV 0 Librarians Il (-1) 6 Administrative Assistants lll, 1 PT
0  Management Analysts Il 0 Librarians I (-1) 1 Administrative Assistant Il (-3)
3 Management Analysts Il 0 Library Information Assistants (-1) 0  Administrative Assistants | (-1)
1 Management Analyst | 1 Communications Specialist 111 1 Administrative Associate
1 Volunteer Svcs. Prog. Mgr. 1 Library Aide, PT 2 Internet/Intranet Architects Il
1 Financial Specialist Il 1  Library Assistant IV 1 Internet/Intranet Architect |
1 Financial Specialist |
1 Communications Specialist |
TOTAL POSITIONS PT Denotes Part Time Position
38 Positions (-11) / 37.0 Staff Years (-11.0) (-) Denoted Abolished Position due to Budget Reductions
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Key Performance Measures

Goal

To ensure positive interaction with Fairfax County and Fairfax City residents; and to provide leadership,
coordination and administrative support necessary to deliver efficient and cost-effective services to Fairfax
County and Fairfax City residents.  This support includes human resource management, financial
management, public information and planning.

Objectives

¢ To ensure Fairfax County Public Library user satisfaction with existing Library services by documenting a
customer satisfaction rating of 92 percent toward a goal of 95 percent.

¢ To document the use of the Library by Fairfax County and Fairfax City residents by achieving a 44 percent
total of registered users as a percentage of the growing population.

¢ To ensure Fairfax County Public Library user satisfaction with the information found on the Library's
website, by maintaining a customer satisfaction rating of at least 93 percent.

Prior Year Actuals Current Future
Estimate Estimate
FY 2007 FY 2008 FY 2009
Indicator Actual Actual Estimate/Actual FY 2010 FY 2011

Output:

5,910,000 /
Library visits 5,334,827 5,794,036 6,128,289 5,856,000 5,590,000

480,000 /

Registered cardholders 484,282 482,456 489,658 487,000 475,000
Library Internet website page 18,100,000 /
views 13,168,946 16,732,257 17,483,534 18,500,000 18,500,000
Library Internet website user 4,500,000 /
visits 3,777,522 4,184,831 4,206,393 4,580,000 4,580,000
Efficiency:
Cost per capita $30.38 $28.47 $30.18 / $28.90 $23.60 $20.53
Cost per visit $6.21 $5.25 $5.66 / $5.04 $4.33 $3.98
Cost per registered cardholder $68.39 $64.24 $69.64 / $63.12 $52.12 $46.85
Service Quality:
Library visits per capita 4.89 5.32 5.34/5.73 5.44 5.16
New registrations added
annually 80,077 87,105 90,000 / 83,853 84,300 82,500
Percent change in registrations
as percent of population (2.6%) 0.3% 2.3% / 1.8% (1.1%) (3.2%)
Percent of customers (visitors) to
the Library's website who are
satisfied with the information
found 91% 92% 930/0/ NA 93% 93%
Outcome:
Customer Satisfaction 99% 99% 94% / 99% 92% 92%
Registered users as percent of
population 44% 44% 43% / 46% 45% 44%
Percent change in Library
website page views 6% 27% 8% / 4% 6% 0%
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Performance Measurement Results
A “quick” survey conducted in FY 2009 to gather customer feedback on library services showed that
99 percent of respondents were at least “somewhat” satisfied with library services exceeding the target of
94 percent; 91 percent of respondents indicated they were “very” satisfied with library services; a 2 percent
increase over the library’s FY 2008 survey results.

The number of library visits in FY 2009 set an all-time record for the system with more than 6.1 million visits,
exceeding estimates by more than 3.7 percent despite having three community branches in temporary
quarters during branch renovations. While an increase in the number of visits to the library was expected, a
second record volume in FY 2009 was a surprise, supporting industry research that suggests the public library
becomes even more important to customers in down economic periods. However, severe staff reductions
forced a 12 percent cut to the Library’s hours of operation which is expected to result in fewer library visits in
FY 2010 and FY 2011. Though customers will continue to take advantage of the Library’s extensive
resources, fewer hours offer fewer opportunities to enjoy the safe and comfortable atmosphere the library
provides.

For the past five years, new and more efficient procedures for maintaining the accuracy of customer
registrations have been put into place. For the first time since FY 2006, the Library recorded an increase in
the number of registered borrowers. Despite a growing service area population the number of registered
borrowers as a percent of population increased 2 percent in FY 2009 to 46 percent.

The Administrative cost center met 60 percent of its performance estimates in FY 2009. Delay of the annual
FCPL Website User Survey until the beginning of the FY 2010 resulted in no data for the service quality
measure for “percent of visitors to the Library’s web site who are satisfied with the information found” for
FY 2009. This contributed to the lower than expected performance for this cost center. Estimates for service
quality measures “new registrations added” and “percent change in registrations as a percent of population”
also proved to be slightly optimistic.

Technical Operations it @ == @ |

Funding Summary
FY 2010 FY 2010 FY 2011
FY 2009 Adopted Revised Advertised
Category Actual Budget Plan Budget Plan Budget Plan
Authorized Positions/Staff Years
Regular 39/ 38.5 35/ 34.5 35/ 34.5 30/ 29.5
Total Expenditures $6,344,521 $5,193,281 $5,632,084 $5,217,084
Position Summary
1 Associate Director Library Operations 5  Library Information Assistants 3 Administrative Assistants IV
2 Library Program Coordinators 2 Supply Clerks 3 Administrative Assistants 11l
1 Librarian IV 3 Administrative Assistants Il (-2)
6 Librarians Il, 1T PT (-2) 4 Administrative Assistants | (-1)
TOTAL POSITIONS PT Denotes Part Time Positions
30 Positions (-5) / 29.5 Staff Years (-5.0) (-) Denoted Abolished Position due to Budget Reductions
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Key Performance Measures

Goal

To provide and facilitate access to information and materials that meet the educational, informational and
recreational needs of citizens in a timely, accurate manner. Access is provided through integrated systems,
resource selection, acquisition, inter-library loans, cataloging and processing.

Objectives
¢ To maintain the circulation of all materials at current levels and circulate at least 13.1 items per capita per
year.
Prior Year Actuals Current Future
Estimate Estimate
FY 2007 FY 2008 FY 2009
Indicator Actual Actual Estimate/Actual FY 2010 FY 2011
Output:
12,900,000 /
Circulation of all materials 11,942,788 13,065,309 13,931,027 14,150,000 14,150,000
119,713 /
Items ordered 447,599 143,342 283,600 164,526 164,526
161,213 /
Items processed 394,193 340,286 309,730 190,873 190,873
Efficiency:
Items ordered per staff hour 82 82 82 /82 143 143
Items processed per staff hour 70 70 70/ 70 70 70
Service Quality:
Turnover rate for all materials 4.9 5.3 5.0/5.6 5.6 5.6
Outcome:
Circulation per capita 11.0 12.0 11.6 /13.0 13.2 13.1
Percent change in circulation per
capita 7.6% 9.3% (3.0%) / 8.0% 1.0% (0.8%)

Performance Measurement Results

The Technical Operations cost center has been severely impacted by budget reductions. In the last two
years, the materials budget has been decreased by 37 percent while the cost of library materials has increased
4 percent annually. In FY 2011, it is expected that only 164,526 items will be ordered and received, fewer
than half the number of items of just two years ago. With budget cuts in FY 2011, it is expected that the
materials budget allocation will be decreased to $2.71 per County resident, less than half of what it was 10
years ago.

While a modest increase in circulation was expected in FY 2009, a second consecutive record volume was a
surprise. Circulation in FY 2009 set an all-time record for the system with nearly 14 million items checked-out,
exceeding estimates by 8 percent. The record volume of circulation despite fewer new items available
appears to support industry research that suggests the library becomes even more important to customers in
down economic periods. Though customers will continue to take advantage of the Library’s extensive and
free resources, fewer new materials will be available to them.

The Technical Operations cost center met all of its performance targets in FY 2009. Though fewer materials
were available to library customers, the turnover rate of materials remains high at 5.6 times per item and is
expected to remain high in FY 2010 showing the Library is purchasing those materials most sought by the
community despite its greatly reduced purchasing power.
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Funding Summary

FY 2010 FY 2010 FY 2011
FY 2009 Adopted Revised Advertised
Category Actual Budget Plan Budget Plan Budget Plan
Authorized Positions/Staff Years
Regular 385/ 360 360/ 336.5 357/ 335 292/ 271.5
Total Expenditures $19,648,592 $17,951,754 $19,303,779 $15,300,354

8 Librarians IV 1
23 Librarians Il 8
31 Librarians II, 8 PT (-8) 14
39 Librarians 1, 9 PT (-21) 16

22
35

Position Summary

Administrative Assistant V

Library Assistants IV

Library Assistants Il

Library Assistants II 9
Library Assistants I, 8 PT (-19)

Library Info. Assistants, 10 PT (-8)

Admin. Assistant IV (-1)
Admin. Assistants 11l
Admin. Assistant Il (-1)
Library Aides, 6 PT (-7)

P NS R

TOTAL POSITIONS
292 Positions (-65) / 271.5 Staff Years (-63.5)

PT Denotes Part Time Positions
(-) Denoted Abolished Position due to Budget Reductions

Key Performance Measures

Goal

To provide public services that deliver information and materials to meet the informational, recreational and
educational needs of Fairfax County and Fairfax City residents in a timely and easily accessible manner. These
services include materials circulation, information services, programming and remote delivery services.

Objectives

¢ To achieve a resident contact rate with the Fairfax County Public Library of at least 47.8 contacts per

capita in FY 2011.

¢ To respond to Library users’ information and reference questions accurately and in a timely manner by
answering 72 percent of questions within 24 hours.

Prior Year Actuals Current Future
Estimate Estimate
FY 2007 FY 2008 FY 2009
Indicator Actual Actual Estimate/Actual FY 2010 FY 2011
Output:

1,102,000 /

Holds placed 1,082,633 1,094,297 1,265,328 1,440,000 1,440,000
12,900,000 /

Circulation of all materials 11,942,788 13,065,309 13,931,027 14,150,000 14,150,000
5,910,000 /

Library visits 5,334,827 5,794,036 6,128,289 5,856,000 5,590,000
119,000 /

Program attendees 177,814 188,972 117,755 108,000 102,000
49,332,000 /

Total contacts 42,283,816 48,427,319 51,222,107 52,104,000 51,763,000

Hours open 62,960 65,174 66,850/ 67,473 56,344 49,934
2,300,000 /

Information questions addressed 2,336,284 2,537,385 2,683,765 2,300,000 2,231,000
7,031,790 /

In-house print use 6,510,014 7,121,900 7,593,803 7,700,000 7,700,000
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Prior Year Actuals Current Future
Estimate Estimate
FY 2007 FY 2008 FY 2009
Indicator Actual Actual Estimate/Actual FY 2010 FY 2011
Output:
1,869,210 /
In-house electronic use 1,730,510 1,893,163 2,018,606 2,050,000 2,050,000
Library Internet Web site page 18,100,000 /
views 13,168,946 16,732,257 17,483,534 18,500,000 18,500,000
Efficiency:
Cost per citizen contact $0.85 $0.64 $0.68 / $0.60 $0.49 $0.43
Contacts per hour of service 672 743 738 /759 925 1,037
Contacts per staff hour 40 45 46 / 47 48 47
Questions asked per staff hour 13 13 12/ 14 12 12
Questions asked per hour of
service 37 39 33 /40 41 45
Service Quality:
Customer satisfaction 99% 99% 94% / 99% 92% 92%
Questions asked per capita 2.11 2.29 2.08 /2.50 2.14 2.06
Outcome:
Contacts per capita 38.8 44.5 44.5 /47.9 48.4 47.8
Reference completion rate
Within 24 hours 73% 73% 720/0/ 73% 72% 72%

Performance Measurement Results

Significant growth in materials circulation and library visits in FY 2009 was achieved despite having three
community branch libraries closed for several weeks while moving to smaller temporary facilities where they
operated for half the year. The number of citizen contacts with the Library continues to increase, up 3.8
percent from the FY 2009 estimate to more than 51 million with the number of contacts per capita up 7.6
percent to nearly 48 for every Fairfax County and Fairfax City resident.

The Library Operations cost center met nearly all of its performance estimates in FY 2009. Library branches
continue to address customer questions in a timely manner and customer satisfaction with library resources
and services remains high.

Budget reductions for FY 2010 resulted in significant cuts to library staff necessitating the loss of 12 percent of
the library’s hours of operation. These reductions eliminated clerical circulation staff in the branches; caused
longer lines for service; and reduced the number of children’s and adult programs, research assistance for
students and adults, reader’s advisory assistance for students and adults, and reader’s advisory assistance for
persons with disabilities.

Archives and Records Management &= [

Funding Summary
FY 2010 FY 2010 FY 2011
FY 2009 Adopted Revised Advertised
Category Actual Budget Plan Budget Plan Budget Plan
Authorized Positions/Staff Years
Regular 7/ 7 6/ 6 6/ 6 6/ 6
Total Expenditures $405,129 $502,164 $502,164 $502,164
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Position Summary

1 County Archivist 1 Administrative Assistant 11l
1 Assistant Archivist 1 Administrative Assistant Il
1 Archives Technician 1 Management Analyst |

TOTAL POSITIONS
6 Positions / 6.0 Staff Years

Key Performance Measures

Goal

To provide records management services to County agencies in order to access and preserve non-current
records, including historically significant or permanent records.

Objectives

¢ To maintain the percentage of documents retrieved within 24 hours of agency requests at 93 percent,
while achieving a satisfaction rating of 92 percent toward a goal of 95 percent.

Prior Year Actuals Current Future
Estimate Estimate
FY 2007 FY 2008 FY 2009

Indicator Actual Actual Estimate/Actual FY 2010 FY 2011
Output:
Requests for document retrievals 9,350 9,685 9,100/ 10,431 9,800 9,800
Document requests shipped
within 24 hours 9,113 9,197 8,750 /9,871 9,000 9,000
Refiles completed 11,770 16,068 11,500/ 12,611 12,000 12,000
Cubic feet of records destroyed 7,350 13,714 9,000 / 9,040 7,500 7,500
Efficiency:
Cost per retrieval/refile action $2.97 $2.98 $3.13 / $3.15 $3.15 $3.15
Service Quality:
Percent of clients rating
timeliness and dependability of
services as satisfactory 92% 91% 92% / 92% 92% 92%
Outcome:
Percent of documents retrieved
and shipped within 24 hours 97% 95% 94% / 94% 93% 93%

Performance Measurement Results

Archives and Records Management uses a state-of-the-art, off-the-shelf computer system for records
management workflow including storage, retrieval, maintenance, retention and disposal functions. In FY 2009
94 percent of documents requested were retrieved and shipped within 24 hours, equaling performance
estimates. Though significantly lower than FY 2008 levels, the 12,611 refiles completed still exceeded
performance estimates by 10 percent. As a result of the budget reductions for FY 2010, requests for retrieval
and refile of documents to/from storage will be delayed. With one-third less retrieval staff, turnaround time
will increase. Similarly, the 9,040 cubic feet (boxes) of eligible public records were destroyed in FY 2009 as
authorized by state-mandated retention instructions. Although the volume was well below FY 2008 levels, the
amount destroyed exceeded estimates in FY 2009. The processing of documents scheduled to be destroyed
will be delayed due to reductions in staff.

Archives and Records Management met 67 percent of its performance targets in FY 2009 and will continue to
identify and implement opportunities to improve employee safety, security, productivity and customer service
in FY 2011. However, budget reductions across County agencies will prevent agencies from investing in
document storage technologies. As a result, Archives will experience an increased volume of paper to
manage with a decreased supply of staff support.
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