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2002 Organizational Capability Survey

A Message from Robert E. Guenzel, County Administrator

In 1997, Washtenaw County began conducting the Organizational Capability Survey (OCS).  Since then, the OCS has become one of the key tools we use to measure and manage the success we achieve in fulfilling our mission – both as a service provider and as an employer.  The other senior leaders within the County and I hold ourselves fully accountable for the results.

Your honest feedback about the topics covered in this survey is critical to our ongoing success and allows us to understand what’s working, what’s not and why. As planned, the questions contained in this survey will allow us to monitor our progress.

When you are done, seal your survey in the confidential reply envelope and place it in the “drop box.”  To ensure your confidentiality, we have again retained the services of an outside consulting firm – the Gelfond Group – to process your responses.  No one outside the Gelfond Group will ever see your completed questionnaire. 

I thank you in advance for your participation and look forward to hearing from you.  Together, we can make Washtenaw County an even better place to work.

Instructions

To respond, simply circle the one number that best represents your answer.  If you do not know enough about a particular question to respond, simply circle “don’t know.”

	
	Circle one number 

for each statement
	Very
Much So
	For the
Most
Part
	Somewhat
	Only Slightly
	Not 
at All
	Don’t Know

	
	The instructions for completing the survey are clear
	
1


	2
	3
	4
	5
	6


If you strongly agree that the instructions for completing the survey are clear, you would circle “1” for “Very Much So.”  Once you have completed the questionnaire, please seal it in the return envelope.

If you have any questions regarding the survey, please call Scott Patton of Washtenaw County at 
(734) 222-6765, or speak directly to our consultants by contacting Jesse Sherman of the Gelfond Group at (610) 918-2666.

Washtenaw County Guiding Principles

	
	Circle one number 

for each item


	Very
Much So
	For the
Most Part
	Somewhat
	Only Slightly
	Not 
at All
	Don’t Know

	1. 
	Are you familiar with Washtenaw County’s Guiding Principles?
	1
	2
	3
	4
	5
	6


	If you circled “1” through “4” on question 1, please answer the questions inside this box.  If you circled “5” or “6,” please go to question 5.

	
	Circle one number 

for each item
	Very
Much So
	For the
Most Part
	Somewhat
	Only Slightly
	Not 
at All
	Don’t Know

	2. 2.
	Implementing the County’s Guiding Principles is important to Washtenaw County’s continued success


	1
	2
	3
	4
	5
	6

	3. 4.
	I understand the steps being taken to implement the County’s Guiding Principles


	1
	2
	3
	4
	5
	6

	4. 5.
	My department/division management has discussed with me what our department/division will do to advance the County’s Guiding Principles
	1
	2
	3
	4
	5
	6


Customer Service
	
	Circle one number 

for each item
	Very
Much So
	For the
Most Part
	Somewhat
	Only Slightly
	Not 
at All
	Don’t Know

	5. 6.
	Washtenaw County provides the best products and services within prescribed Federal, State and local regulations


	1
	2
	3
	4
	5
	6

	6. 7.
	Inefficient operations and outdated ways of doing things are not tolerated in my department 


	1
	2
	3
	4
	5
	6

	7. 8.
	My department is making changes necessary to improve our customer service


	1
	2
	3
	4
	5
	6

	8. 9.
	Washtenaw County is managed effectively


	1
	2
	3
	4
	5
	6

	9. 10.
	I am proud to tell people that I work for Washtenaw County


	1
	2
	3
	4
	5
	6

	10. 11.
	When people ask me questions about County issues, I have enough information to respond
	1
	2
	3
	4
	5
	6


Customer Service (Cont’d)
	
	Circle one number 

for each item
	Very
Much So
	For the
Most Part
	Somewhat
	Only Slightly
	Not 
at All
	Don’t Know

	11. 13.
	Customer service objectives and measures used by my department to evaluate my performance have been clearly communicated to me


	1
	2
	3
	4
	5
	6

	12. 15.
	I have the information I need to make good business decisions that affect our customers


	1
	2
	3
	4
	5
	6

	13. 16.
	In my department, important business information is shared to help everyone do the best job possible


	1
	2
	3
	4
	5
	6

	14. 17.
	I have the authority to make decisions or take actions to satisfy my customers’ needs within prescribed Federal, State and local regulations


	1
	2
	3
	4
	5
	6

	15. 18.
	I am encouraged to suggest ways to improve how customers are served


	1
	2
	3
	4
	5
	6

	16. 20.
	My suggestions to improve customer service get acted on by my management


	1
	2
	3
	4
	5
	6

	17. 1.
	I have the resources I need to do my job well


	1
	2
	3
	4
	5
	6

	18. 22.
	I have received adequate training to perform my current job effectively


	1
	2
	3
	4
	5
	6

	19. 23.
	I understand the goals and outcomes of my department’s business plan
	1
	2
	3
	4
	5
	6

	20. 25.
	The amount of work I do interferes with the quality of my work 


	1
	2
	3
	4
	5
	6

	21. 
	Some people in my department do most of the work while others do just enough to get by 


	1
	2
	3
	4
	5
	6

	22. 
	In my department, we plan well enough so we are not constantly reacting to problems 

	1
	2
	3
	4
	5
	6

	23. 
	In my department, taking a calculated risk and failing is better than not taking a risk at all 


	1
	2
	3
	4
	5
	6


Change
	
	Circle one number 

for each item
	Very
Much So
	For the
Most Part
	Somewhat
	Only Slightly
	Not 
at All
	Don’t Know

	24. 22.
	I am aware of what I need to do differently in my job to meet the demands of a changing environment


	1
	2
	3
	4
	5
	6

	25. 23.
	When significant changes occur in my department, they are usually well managed


	1
	2
	3
	4
	5
	6


Teamwork
	
	Circle one number 

for each item
	Very
Much So
	For the
Most Part
	Somewhat
	Only Slightly
	Not 
at All
	Don’t Know

	26. 24.
	I receive the support I need from employees in my department I depend on to do my job effectively


	1
	2
	3
	4
	5
	6

	27. 25.
	The employees I work with in my department work together to confront and effectively solve problems


	1
	2
	3
	4
	5
	6

	28. 28.
	I receive the support I need from employees in other departments that I depend on to do my job effectively


	1
	2
	3
	4
	5
	6


Performance Management
	
	Circle one number 

for each statement
	Very
Much So
	For the
Most Part
	Somewhat
	Only Slightly
	Not 
at All
	Don’t Know

	29. 28.
	I know how my job performance is measured and evaluated


	1
	2
	3
	4
	5
	6

	30. 28.
	I have participated in the development of my department’s business plan 


	1
	2
	3
	4
	5
	6

	31. 28.
	My department uses performance measures that relate to Washtenaw County’s overall goals


	1
	2
	3
	4
	5
	6

	32. 28.
	My department uses performance measures that reflect how we meet our customers’ expectation


	1
	2
	3
	4
	5
	6

	33. 28.
	Poor employee performance is usually not tolerated in my department at Washtenaw County

	1
	2
	3
	4
	5
	6

	34. 28.
	Poor employee performance is usually not tolerated in other departments at Washtenaw County


	1
	2
	3
	4
	5
	6


	Performance Management (Cont’d)


	35. 44.
	How long has it been since you received a formal performance evaluation?

	Circle

one

number
	1.
Within the last year

2.
More than 1 year, but less than 2 years

3.
2 years or more

4.
Never

5.
I don’t remember


	If you circled “1” or “2” on question 35, please answer the questions inside this box.  If you circled “3” or “4” or “5,” please go to question 38.



	
	Circle one number 

for each item
	Very
Much So
	For the
Most Part
	Somewhat
	Only Slightly
	Not 
at All
	Don’t Know

	36. 45.
	My last evaluation accurately reflected my performance

	1
	2
	3
	4
	5
	6

	37. 46.
	My last evaluation was helpful in letting me know where I stand and how I can improve my performance
	1
	2
	3
	4
	5
	6


	38. 7.
	Do you have an Individual Work Plan?

	Circle

one

number
	1.
Yes

2.
No

3.
Don’t Know


	If you circled “1” on question 38, please answer the questions inside this box.  If you circled “2” or “3,” please skip to question 44 on page 6.

	
	Circle one number 

for each statement
	Very
Much So
	For the
Most Part
	Somewhat
	Only Slightly
	Not 
at All
	Don’t Know

	39. 
	My immediate supervisor and I discussed and agreed upon my Individual Work Plan objectives, outcomes, or performance expectations for the upcoming year
	1
	2
	3
	4
	5
	6

	40. 
	I understand how my Individual Work Plan relates to the goals and outcomes of my department’s Business Plan
	1
	2
	3
	4
	5
	6

	41. 
	My immediate supervisor lets me know often enough how well I am meeting my Individual Work Plan objectives
	1
	2
	3
	4
	5
	6

	42. 
	The Individual Work Plan process is effective and should be continued in the future
	1
	2
	3
	4
	5
	6

	43. 
	The Professional Development process provides information and guidance that helps improve my job effectiveness
	1
	2
	3
	4
	5
	6


Work Environment 
	
	Circle one number 

for each statement
	Very
Much So
	For the
Most Part
	Somewhat
	Only Slightly
	Not 
at All
	Don’t Know

	44. 
	I like my job - the kind of work I do
	1
	2
	3
	4
	5
	6

	45. 
	My job makes good use of my skills and abilities
	1
	2
	3
	4
	5
	6

	46. 
	My job gives me a feeling of personal accomplishment
	1
	2
	3
	4
	5
	6

	47. 
	I am proud to work for Washtenaw County
	1
	2
	3
	4
	5
	6

	48. 
	I have an opportunity to advance my career 
at Washtenaw County
	1
	2
	3
	4
	5
	6

	49. 
	I am encouraged to take advantage of training opportunities offered by the County 
	1
	2
	3
	4
	5
	6

	50. 
	Individuals in my department are promoted on the basis of demonstrated job performance
	1
	2
	3
	4
	5
	6

	51. 
	When Washtenaw County Administration gives out information to employees, I can believe it
	1
	2
	3
	4
	5
	6

	52. 
	I am confident that I can distinguish County staff and authorized visitors from unauthorized individuals
	1
	2
	3
	4
	5
	6

	53. 
	I feel safe when I am working at my office during regular working hours
	1
	2
	3
	4
	5
	6

	54. 
	Policies are applied fairly within my department
	1
	2
	3
	4
	5
	6

	55. 
	Policies are applied fairly across departments at Washtenaw County
	1
	2
	3
	4
	5
	6

	56. 
	I am treated with respect and dignity at work
	1
	2
	3
	4
	5
	6

	57. 
	Washtenaw County Administration keeps employees informed about matters of importance
	1
	2
	3
	4
	5
	6

	58. 
	The amount of stress on my job is a real problem
	1
	2
	3
	4
	5
	6

	59. 
	This County Administration has a clear vision for the future
	1
	2
	3
	4
	5
	6

	60. 
	In my opinion, at Washtenaw County, all employees are treated fairly without regard to race, creed, color, sex, sexual orientation, religion, national origin, age, handicap, veteran status, marital status, height, weight, or political belief
	1
	2
	3
	4
	5
	6

	61. 
	I feel that the amount of work I am expected to do on a regular basis is reasonable
	1
	2
	3
	4
	5
	6

	62. 
	I am given the flexibility to balance my work and personal life
	1
	2
	3
	4
	5
	6


Work Environment (Cont’d)
	63. 76.
	Considering everything, how would you rate Washtenaw County as a place to work compared with other organizations you know about?

	Circle

one

number
	1.
One of the best

2.
Above average

3.
Average
	4.
Below average

5.
One of the worst

6.
Don’t know


	64. .
	Given your choice, how long do you intend to continue working for Washtenaw County?

	Circle

one

number
	1.
I have no plans to leave Washtenaw County

2.
I will probably stay a few more years
	3.
I will probably leave shortly

4.
Don’t know


The OCS Process
	The questions inside this box pertain to the last County-wide Organizational Capability Survey that was conducted in 2001.  If you do not recall the previous Organizational Capability Survey, or if you were not employed by the County when the last Organizational Capability Survey was conducted, circle “6” for “don’t know.”



	
	Circle one number 

for each statement
	Very
Much So
	For the
Most Part
	Somewhat
	Only Slightly
	Not 
at All
	Don’t Know

	65. 78.
	I was informed about the results of the 2001 county-wide Organizational Capability Survey

	1
	2
	3
	4
	5
	6

	66. 79.
	The 2001 Organizational Capability Survey led to a number of positive changes for County employees


	1
	2
	3
	4
	5
	6

	67. 80.
	The 2001 Organizational Capability Survey led to a number of positive changes in my department. 
	1
	2
	3
	4
	5
	6


Immediate Supervision (Your Immediate Supervisor is the person to whom you report the majority of the time.)
	
	Circle one number 

for each item
	Very
Much So
	For the
Most Part
	Somewhat
	Only Slightly
	Not 
at All
	Don’t Know

	68. 
	My immediate supervisor knows his/her job
	1
	2
	3
	4
	5
	6

	69. 
	My immediate supervisor understands what I do on my job
	1
	2
	3
	4
	5
	6

	70. 
	My immediate supervisor lets me know what kind of job I am doing
	1
	2
	3
	4
	5
	6

	71. 
	My immediate supervisor shares information about county-wide initiatives
	1
	2
	3
	4
	5
	6

	72. 
	I can believe what my immediate supervisor tells me
	1
	2
	3
	4
	5
	6

	73. 
	My immediate supervisor listens to my problems and suggestions
	1
	2
	3
	4
	5
	6


Immediate Supervision – Cont’d (Your Immediate Supervisor is the person to whom you report the majority of the time.)
	
	Circle one number 

for each item
	Very
Much So
	For the
Most Part
	Somewhat
	Only Slightly
	Not 
at All
	Don’t Know

	74. 
	My immediate supervisor responds to my problems and suggestions
	1
	2
	3
	4
	5
	6

	75. 
	My immediate supervisor treats me with respect and dignity
	1
	2
	3
	4
	5
	6

	76. 
	My immediate supervisor deals fairly with employees - he/she plays no favorites
	1
	2
	3
	4
	5
	6

	77. 
	My immediate supervisor blames County management for many of the problems that face the County
	1
	2
	3
	4
	5
	6

	78. 
	My immediate supervisor insists on ethical and honest employee behavior
	1
	2
	3
	4
	5
	6

	79. 
	My immediate supervisor provides excellent leadership
	1
	2
	3
	4
	5
	6

	80. 
	My immediate supervisor accommodates me when I have a family or personal matter to attend to
	1
	2
	3
	4
	5
	6

	81. 
	My immediate supervisor is effective at solving “people” problems 
	1
	2
	3
	4
	5
	6

	82. 
	My immediate supervisor is accessible when needed 
	1
	2
	3
	4
	5
	6


Management
Please review the list on page 10 and identify the department or major program that best represents where you work the majority of the time.  Then evaluate the person you identify on page 10 as leading your department or program on each of the following.  If you are a department head, please evaluate these questions based on County Administration.

	
	Circle one number 

for each item
	Very
Much So
	For the
Most Part
	Somewhat
	Only Slightly
	Not 
at All
	Don’t Know

	83. 
	My department/program leader shares information about county-wide initiatives
	1
	2
	3
	4
	5
	6

	84. 
	I can believe what my department/program leader tells me
	1
	2
	3
	4
	5
	6

	85. 
	My department/program leader encourages discussion and implementation of new “out-of-the-box” ideas
	1
	2
	3
	4
	5
	6

	86. 
	My department/program leader treats me with respect and dignity
	1
	2
	3
	4
	5
	6

	87. 
	My department/program leader provides excellent leadership
	1
	2
	3
	4
	5
	6

	88. 
	My department/program leader fosters an environment where all employees feel valued and differences are respected and encouraged
	1
	2
	3
	4
	5
	6


Support Services (formerly know as Central Administration) 

The following questions pertain to the quality of work provided to you by Support Services (formerly know as Central Administration).  The departments that comprise Support Services include Human Resources, ITS, LLRC, Professional Development, Finance, Facilities, Corporation Counsel, and County Administration.  There are three ways through which you can obtain assistance from Support Services:

· By contacting the Support Services Help Desk (phone #: 222-3737); 

· By contacting a member of Support Services without using the Help Desk;
· By contacting the Support Services liaison employee(s) in your department or area.  Liaison employees, in addition to their normal job responsibilities as a member of your department or area, can interact with Support Services on your behalf to assist in obtaining information, arranging for services, and resolving questions or problems.   
	89. 77.
	When you have questions, requests or problems that require the assistance of Support Services, whom do you usually contact for assistance (circle one number)?

	Circle

one

number
	1. I usually contact one of the Support Services liaisons assigned to my department or area

2. I usually contact the Support Services Help Desk (phone #: 222-3737)

3. I usually contact a member of Support Services directly without using the Help Desk
4. I contact all of the above more or less with equal frequency

5. I do not contact/use any of the above

6. Don’t know/no answer


	90. 7.
	Within the last year, how often have you contacted the Support Services Help Desk?

	Circle

one

number
	1. I am not familiar with the Support Services Help Desk (phone #: 222-3737)

2. I am familiar with the Support Services Help Desk, but have not contacted them in the last year

3. About 1- 4 times per year

4. About once every other month

5. At least once a month

6. At least once a week


	91. 77.
	If you circled “3,” “4,” “5” or “6” on question 90, please answer the question inside this box.  If you circled “1” or “2”, please go to question 92.

During the last year, how would you rate the overall quality of work and service provided by the Support Services Help Desk?



	Circle

one

number
	1.
Very good

2.
Good

3.
Average
	4.
Poor

5.
Very poor

6.
Don’t know


	
	How strongly do you agree or disagree with each of the following statements about Support Services?  If you don’t know enough about a particular question to respond, circle “6” for “don’t know.”

	
	Circle one number 

for each statement
	Very
Much So
	For the
Most Part
	Somewhat
	Only Slightly
	Not 
at All
	Don’t Know

	92. 77.
	Support Services departments effectively coordinate their efforts when rolling out new projects and initiatives
	1
	2
	3
	4
	5
	6

	93. 77.
	Support Services departments effectively coordinate their efforts in meeting the day to day needs of employees
	1
	2
	3
	4
	5
	6

	94. 77.
	Support Services departments communicate with a consistent message
	1
	2
	3
	4
	5
	6

	95. 77.
	Support Services departments have operating procedures and policies that mutually support one another
	1
	2
	3
	4
	5
	6


Grouping Information

	The following questions help us understand how major groups of Washtenaw County employees view things.  In order to protect the confidentiality of employees, the Gelfond Group will not release results for any group in which there are fewer than 5 employees.  Follow these instructions to indicate where you work:

· First, find the department where you work.

· Under your department:  If your supervisor’s name is listed, circle the number next to his/her name.  If not, circle the name of the person who oversees your supervisor.  If neither name is listed, circle the number next to “All Other… “ for your department.
· If you are a department head or report directly to a department head, circle the number next to “All Other…” for your department.


	Building Services

	10. Building Inspection (Rick Gonzalez)

	11. Resource Management (Bev Barton)

	12. Support Staff (Deb Schmitt)

	13. All Other Building Services Employees

	Clerk/Register of Deeds

	14. Vivian Alton

	15. Susan Bracken

	16. Bonnie Smith

	17. Jamie Seyfried

	18. Yvonne Boyd

	19. All Other Clerk/Register of Deeds Employees

	Children’s Services

	20. Juvenile Detention Program

	21. Juvenile Day Program

	22. All Other Children’s Services Employees

	Community Support and Treatment Services (formerly CMH; WCHO employees see below)

	23. Rob Ponitz

	24. Dick Deighton

	25. Trish Cortez

	26. All Other CSTS Employees

	Drain Commissioner

	27. Dennis Wojcik

	28. Nick Chuey

	29. All Other Drain Commissioner Employees

	Environmental Health Regulation

	30. Rural Team (Leon Moore)

	31. Urban Team (Cindy Kenyon)

	32. All Other Environmental Health Regulation Employees

	ETCS

	33. Jennifer Bivens

	34. Susan Sweet-Scott

	35. All Other ETCS Employees

	Facilities Management

	36. Randy Lane (O&M west of US-23)

	37. CJ Waterbury (O&M east of US-23)

	38. All Other Facilities Management Employees

	Head Start

	39. Pat Horne-McGee (Administration)

	40. Carmen Parsons (Perry)

	41. All Other Head Start Employees

	Information & Technology Services

	42. Cathy Freeman

	43. Andy Brush

	44. All Other ITS Employees

	Parks and Recreation

	45. Robert Tetens, Director

	46. Jim McCasey, Deputy Director

	47. Eric Edwards, Recreation Center Building Manager

	48. Tom Leabu, Superintendent of Maintenance

	49. Steve Wyatt, Superintendent of Rolling Hills

	50. Brian Klender, Golf Course Superintendent

	51. All Other Parks and Recreation Employees

	Planning & Environment

	56. Dan Myers (Public Works)

	57. All Other Planning & Environment Employees (including BRA, EIG, Housing, Planning, and HDC)

	Prosecuting Attorney

	58. Attorneys

	59. All Other Prosecuting Attorney Employees

	Public Defender

	60. Attorneys (Trial, Supervisory, and Management Attorneys)

	61. Legal Clerks

	62. All Other Public Defender Employees

	Public Health

	63. Ellen Clement

	64. Shannon Richards

	65. Sue Gialanella

	66. Phyllis Gibson

	67. Jayne Worthy-Howlett

	68. Mike Murphy

	69. Susan Cares

	70. Sharon Sheldon

	71. Vicki Nighswander

	72. All Other Public Health Employees

	Sheriff

	73. David Egeler

	74. John Southworth

	75. Jon Scicluna

	76. Anderson Brown

	77. All Other Sheriff Employees

	Washtenaw Community Health Organization (WCHO)

	78. John Kettley (PES)

	79. Susan Cares (Access)

	80. All Other WCHO Employees

	Washtenaw County Trial Court 

	81. Civil/ Criminal Division (Dan Dwyer)

	82. Community Corrections (Joe Degraff)

	83. Family Division/Friend of the Court Section (Judah Garber)

	84. Family Division/Juvenile Section (Linda Edwards-Brown)

	85. Family Division/Estates and Mental Health Section 
(Hilary Muscato)

	86. District Division (Jennifer Niemer)

	87. All Other Court Employees

	All Other Departments

	88. County Administrator/Corp. Counsel/Risk Management/Professional Development

	89. County Extension

	90. Equalization

	91. Emergency Management

	92. Finance

	93. Human Resources

	94. LLRC

	95. Treasurer

	96. Veteran Services


	B.
	Circle the one number that best represents your position. 



	1. Department Head
2. Manager
	3. Supervisor

4. Staff


[image: image2.wmf]
	C.
	How long have you worked for Washtenaw County?



	
	1. 
Less than 1 year

2. 
1 - 2 years

3. 
3 - 4 years

4. 
5 - 10 years

5. 
More than 10 years


	D.
	Circle your gender.



	
	1. 
Male

2. 
Female





	E.
	Are you:



	
	1. 
American Indian/Alaskan Native

2. 
Asian/Pacific Islander

3. 
Black/African American

5. Hispanic/Latino

6. Caucasian/White

7. Filipino

8. Multi-racial

9. Other


Comments

	Please use the space below for any comments you wish to make about any topic, regardless of whether it was covered in this questionnaire.  All comments will be typed and edited to protect your anonymity, and shared with County Administration.

	


When you have completed this questionnaire, please put it in the return envelope and drop in the County mail.  The Gelfond Group, a third party consulting firm, will process all results, including written comments. 

 If you have questions about the survey process, please call Scott Patton of Washtenaw County at 
(734) 222-6765, or speak directly to our consultants by contacting Jesse Sherman of the Gelfond Group at (610) 918-2666.

Thank you for your participation!




Questions C through E are optional.  If you do not wish to respond, please go to the comments section below.
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