
ANNOTATED MINUTES 

Tuesday, March 15, 1994- 9:30AM 
Multnomah County Courthouse, Room 602 

BOARD BRIEFINGS 

B-1 Presentation of the RESULTS (Reaching Excellent Service Using Leadership and 
Team Strategies) .. Presented by Les Wallace, PhD, of Signature Resources. 

LES WALLACE AND MELINDA PETERSEN PRESENTATION 
AND RESPONSE TO BOARD QUESTIONS •. 

B-2 Presentation of the Library Department Audit: Open Branches More Hours. 
Presented by Gary Blackmer. 

GARY BLACKMER, GINNIE COOPER AND JEANNE 
GOODRICH PRESENTATION AND RESPONSE TO BOARD 
QUESTIONS. , 

Tuesday, March 15, 1994- 1.;30 PM 
Multnomah County Courthouse, Room 602 

BUDGET WORK SESSION 

WS-1 Board Work Session to Discuss Issues Important for Development of the 1994-1995 
Budget, as Follows: MENTAL HEALTH AND JAILS; and SCHOOL HEALTH 
CLINICS. Presented by Appropriate Department Staff. 

KATHY PAGE, NORMA · JAEGER, BILL WOOD, CARY 
HARKA WAY, DIANNE RUMINSKI AND JAN SINCLAIR 
PRESENTATION AND RESPONSE TO BOARD QUESTIONS. 

Thursday, March 17, 1994- 9:30AM 
Multnomah County Courthouse, Room 602 

. REGULAR MEETING 

Chair Beverly Stein convened the meeting at 9:31 a.m., with Vice-Chair Tanya 
Collier, Commissioners Sharron Kelley, Gary Hansen and Dan Saltzman present. 

CONSENT CALENDAR 

VICE-CHAIR COLLIER INTRODUCED HER NEW INTERN 
ANNMARIE BAUER. 

UPON MOTION OF COMMISSIONER KELLEY, SECONDED 
BY COMMISSIONER HANSEN, THE CONSENT CALENDAR. 
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(ITEMS C-1 THROUGH C-4). WAS UNANIMOUSLY 
APPROVED. {: 

SHERIFF'S OFFICE 

C-1 Application for Business Certification Renewal Submitted by Sheriff's Office with 
Recommendation/or Approval, for R.S. DAVIS RECYCLING, INC., LOCATED AT 
28425 SE ORIENT DRIVE, GRESHAM 

NON-DEPARTMENTAL 

C-2 In the Matter of the Appointment of Lillian Clark to the Portland Multnomah 
Commission on Aging Representing the NE District Advisory Committee on Aging, 
Term Ending July 1995 

C-3 In the Matter of the Appointment of Susan Hathaway-Marxer to the Library 
Advisory Board, Term Ending September 30, 1995 

DEPARTMENT OF ENVIRONMENTAL SERVICES 

C-4 ORDER in the Matter of the Execution ·of Deed D940998 Upon Complete 
Performance of a Contract to WILLIAM NICHOLAS WERNER 

ORDER 94-50. 

REGULAR AGENDA 

NON-DEPARTMENTAL 

R-1 In the Matter of the Appointment of Blair Batson to the Columbia River Gorge 
Commission 

COMMISSIONER KELLEY MOVED AND COMMISSIONER 
SAL'IZMAN SECONDED, APPROVAL OF R-1. CHAIR STEIN 
INTRODUCED BLAIR BATSON. MS. BATSON COMMENTS . 
IN APPRECIATION OF APPOINTMENT. . APPOINTMENT 
UNANIMOUSLY APPROVED. 

R-2 Review, Discussion and ]Joard Action on the March 3, 1994 Appeal Hearing of Greg 
Durham Regarding Adult Care Home License 

PETE KASTING EXPLANATION AND RESPONSE TO BOARD 
QUESTIONS. COMMISSIONER SAL'IZMAN'S MOTION TO 

· MODIFY THE HEARINGS OFFICER DECISION BY 
DELETING THE REVOCATION OF THE LICENSE AS A 
SANCTION AND SUBSTITUTING IN PLACE OF 
REVOCATION A PROVISION THAT THE LICENSEE, BY HIS 
OWN REQUEST, WILL NOT APPLY FOR OR RECEIVE ANY 
FUTURE FOSTER CARE LICENSES IN MULTNOMA.H 
COUNTY DIED FOR LACK OF SECOND. COMMISSIONER 
KELLEY MOVED AND COMMISSIONER COLLIER 
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----------------~-------

R-3 

SECONDED, TO SUPPORT THE HEARINGS OFFICER 
DECISION. BOARD COMMENTS. HEARINGS OFFIC.ER 
DECISION AFFIRMED, WITH COMMISSIONERS KELLEY, 
HANSEN, COLLIER AND STEIN VOTING AYE AND 
COMMISSIONER SAL1ZMAN VOTING NO. MR. KASTING 
ADVISED A WRITTEN ORDER WILL BE SUBMITTED FOR 
BOARD ACTION WITHIN TWO WEEKS. 

PROCLAMATION in the Matter of Proclaiming April, 1994, Eanhquake 
Preparedness Month 

PENNY MALMQUIST EXPLANATION. COMMISSIONER 
KELLEY MOVED AND COMMISSIONER COLLIER 
SECONDED, APPROVAL OF R-3. BOARD COMMENTS. 
PROCLAMATION 94-51 UNANIMOUSLY APPROVED. 

r 

. R-4 RESOLUTION in the Matter of Approving the Regional Emergency Management 
Workplan 

COMMISSIONER COLLIER MOVED AND COMMISSIONER 
HANSEN SECONDED, APPROV 1L OF R-4. MS. 
MALMQUIST EXPLANATION OF ITEMS R-4 AND R-5. 
RESOLUTION 94-52 APPROVING WORKPLAN AND 
APPOINTING COMMISSIONER TANYA COLLIER AS 
MULTNOMAH COUNTY'S REPRESENTATIVE· TO THE 
REGIONAL EMERGENCY MANAGEMENT GROUP POLICY 
ADVISORY COMMITTEE, AND APPOINTING PENNY 
MALMQUIST AS MULTNOMAH COUNTY'S 
REPRESENTATIVE TO THE REGIONAL EMERGENCY 
MANAGEMENT TECHNICAL COMMITTEE, UNANIMOUSLY 
APPROVED. 

R-5 Ratification of an Intergovernmental Agreement, Contract 500344, between the 
Jurisdictions Within Washington, Multnomah, Clackamas and Columbia Counties 
including the Cities and Regional Government within those Counties for the Purpose 
of Developing an Organization to Recommend Policy and Procedures on Regional 
Emergency Management Issues 

COMMISSIONER COLLIER MOVED AND COMMISSIONER 
KELLEY SECONDED, APPROVAL OF R-5. VICE-CHAIR 
COLLIER COMMENTS IN SUPPORT OF AGREEMENT. 
AGREEMENT UNANIMOUSLY APPROVED. 

R-6 RESOLUTION in the Matter of the Adoption of a Supplemental Budget for 
Multnomah County, Oregon, for the Fiscal Year July 1, 1993 to June 30, 1994, and 
Making the Appropriations thereunder, Pursuant to ORS 294.435 

DAVE WARREN AND CHAIR STEIN EXPLANATION. UPON 
MOTION OF COMMISSIONER HANSEN, SECONDED BY 
COMMISSIONER KELLEY, RESOLUTION 94-53 WAS 
UNANIMOUSLY APPROVED. 
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DEPARTMENT OF COMMUNITY CORRECTIONS 

R-7 Budget Modification DCC 8 Requesting Authorization to Add 1 FTE Data Analyst 
and Reclassify 1 FTE Data Analyst Senior to a Data Systems Administration· 

SUSAN KAESER EXPLANATION. COMMISSIONER 
HANSEN MOVED AND . COMMISSIONER KEUEY 
SECONDED, APPROVAL OF R-7. MS. KAESER AND 
TAMARA HOLDEN RESPONSE TO BOARD QUESTIONS. 
BUDGET MODIFICATION UNANIMOUSLY APPROVED. 

DEPARTMENT OF HEALTH 

R-8 Ratification of Intergovernmental Agreement Contract 202014, Between Multnomah 
County and Washington County, Authorizing Washington County to Administer the 
Regulation of Emergency Medical and Ambulance Services Under the Washington 
County Code for a Portion of Multnomah County in the West Hills/Skyline Area 

COMMISSIONER COLLIER MOVED AND COMMISSIONER 
KEUEY SECONDED, APPROVAL OF R-8. · BILL COUINS 
EXPLANATION AND RESPONSE TO BOARD QUESTIONS. 
AGREEMENT UNANIMOUSLY APPROVED. 

PUBLIC CONTRACT REVIEW BOARD 

(Recess as the Board of County Commissioners and convene as the Public Contract 
Review Board) 

R-9 ORDER in the Matter of Exempting from Public Bidding a Contract with Polar 
Systems for the Provision of LAN Equipment, Services and Training 

COMMISSIONER KELLEY MOVED AND COMMISSIONER 
HANSEN SECONDED, APPROVAL OF R-9 . . JIM MUNZ 
EXPLANATION AND RESPONSE TO BOARD QUESTIONS. 
ORDER 94-54 UNANIMOUSLY APPROVED. . 

(Recess as the Public Contract Review Board and reconvene as the Board of County 
Cpmmissioners) · 

GENERAL FUND CONTINGENCY REQUESTS 

NON-DEPARTMENTAL 

MR. WARREN EXPLANATION REGARDING CONTINGENCY 
CRITERIA AND RESPONSE TO BOARD QUESTIONS. 

R-1 0 Budget Modification NOND 12 Requesting One Time Only Voluntary Contribution 
of $10,000 Contingency Funds for Support ofResearch and Service Programs of 
PSU Institute for Portland Metropolitan Studies ' 

. . 

COMMISSIONER HANSEN MOVED AND COMMISSIONER 
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R-11 

SALTZMAN SECONDED, APPROVAL OF R-10. ETHAN 
SELTZER TESTIMONY IN SUPPORT OF REQUEST. CHAIR 
STEIN COMMENTS IN SUPPORT. MR. SELTZER 
EXPLANATION IN RESPONSE TO CONCERNS OF VICE­
CHAIR COL~IER. BUDGET MODIFICATION 
UNANIMOUSLY APPROVED. 

Budget Modification NOND 13 Requesting Authorization to Appropriate $74,190 
from General Fund Contingency to Non-Departmental Special Appropriations for the 
Purpose of Developing a New Applicant Flow System 

COMMISSIONER HANSEN MOVED AND COMMISSIONER 
KEUEY SECONDED, APPROVAL OF R-11. MR. WARREN 
AND CURTIS SMITH EXPLANATION AND RESPONSE TO 
BOARD QUESTIONS. BUDGET MODIFICATION 
UNANIMOUSLY APPROVED. 

DEPARTMENT OF ENVIRONMENTAL SERVICES 

R-12 Budget Modification DES 10 Requesting Authorization to Fund the Establishment of 
an Animal Control "Pet Adoption Center" in Partnership with Clackamas Town 
Center 

COMMISSIONER COLLIER MOVED AND COMMISSIONER 
. KELLEY SECONDED, TO SET R-12 OVER ONE WEEK. 

BETSY WILLIAMS EXPLANATION . REGARDING 
ALTERNATNE FUNDING VIA SALARY SAVINGS. DAVE 
FLAGLER AND KAREN BURGER-KIMBER PRESENTATION 
AND RESPONSE TO BOARD QUESTIONS. BOARD 
COMMENTS. COMMISSIONERS COLLIER AND KELLEY 
WITHDREW PREVIOUS MOTION, AND UPON MOTION OF 
COMMISSIONER COLLIER, . SECONDED BY 
COMMISSIONER KELLEY, R-12 WAS UNANIMOUSLY 
WITHDRAWN. 

R-13 Budget Modification DES 1 i Requesting Authorization to Fund the County's Share 
of the Project Manager and Associated Costs for Analysis of Potential Consolidation 
of Support Services with the City of Portland 

COMMISSIONER COUIER MOVED AND COMMISSIONER 
SALTZMAN SECONDED, APPROVAL· OF R .. 13. MS. 
WIUIAMS EXPLANATION AND RESPONSE TO BOARD 
QUESTIONS. BUDGET MODIFICATION UNANIMOUSLY 
APPROVED. 

R-14 Budget Modification DES 12 Requesting Authorization to Fund Environmental, 
Social, Economic and Energy Analysis of Significant Streams within the Drainage 
of Howard Canyon · 

COMMISSIONER KEUEY MOVED AND COMMISSIONER 
SALTZMAN SECONDED, APPROVAL OF R-14. SCOTT 
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PEMBLE EXPLANATION. BUDGET MODIFICATION 
UNANIMOUSLY APPROVED. ·~ 

R-15 Budget Modification DES 13 Requesting Authorization to Appropriate $25,000 from 
General Fund Contingency to Fund Challenge Grant for the Friends of the 
Multnomah County Fair 

COMMISSIONER KEUEY MOVED AND COMMISSIONER 
COUIER SECONDED, APPROVAL OF R-15. MS. 
WIUIAMS EXPLANATION. COMMISSIONE!l K.EUEY 
MOVED AND COMMISSIONER HANSEN SECONDED, AN 
AMENDMENT ADDING "PRIOR TO OBTAINING ANY 
FUNDS ACCUMULATED THROUGH THIS CHALLENGE 
GRANT, THE FRIENDS OF THE MULTNOMAH COUNTY 
FAIR SHALL SUBMIT TO THE COUNTY A FIVE YEAR 
BUSINESS PIAN .FOR THE OPERATION OF THE FAIR, 
WHICH SHALL INCLUDE A DESCRIPTION OF THE 
INTENDED USE OF CHALLENGE GRANT FUNDS. AS AN 
EXCEPTION TO THIS CONDITION, THE DEPARTMENT 
MANAGER OF ENVIRONMENTAL SERVICES MAY 
RELEASE A PORTION OF THESE FUNDS TO ASSIST IN 
THE PREPARATION OF THE FIVE YEAR BUSINESS PLAN 
IF THIS ASSISTANCE IS REQUESTED BY THE FRIENDS OF 
THE MULTNOMAH COUNTY FAIR. " COMMISSIONER 
KEUEY COMMENTS IN SUPPORT OF MOTION AND 
RESPONSE TO QUESTION OF COMMISSIONER 
SALTZMAN. AMENDMENT UNANIMOUSLY APPROVED. 
AT THE REQUEST OF COMMISSIONER SALTZMAN, MS. 
WIUIAMS TO REQUEST COUNTY COUNSEL TO PROVIDE 
INFORMATION CONCERNING POMONA GRANGE vs 
MUETNOMAH COUNTY LAWSUIT. BUDGET 
MODIFICATION DES 13-REVISED UNANIMOUSLY 
APPROVED. 

DEPARTMENT OF COMMUNITY CORRECTIONS 

R-16 Budget Modification DCC 6 Requesting Authorization to Increase the Federal Byrne 
Grant Revenue by $100,000 and Increase General Fund Contingency by $38,311 for 
the Drug Diversion Program which will Allow an Increase in Contract Expenditures 
of $137,350 Plus Indirect 

MS. HOLDEN EXPLANATION AND RESPONSE TO BOARD 
QUESTIONS AND DISCUSSION. UPON MOTION OF 
COMMISSIONER KELLEY, SECONDED BY COMMISSIONER 
HANSEN, R-16 WAS UNANIMOUSLY APPROVED. 

DEPARTMENT OF HEALTH 

R-17 Budget Modification MCHD 7 Requesting Authorization to Appropriate $40,000 from 
General Fund Contingency to Replace an X-Ray Machine 
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COMMISSIONER SALTZMAN . MOVED AND 
COMMISSIONER KEUEY SECONDED, TO WITHDRAW R-
17. TOM FRONK EXPLAINED REPLACEMENT COSTS WIU 
BE COVERED OUT OF MEDICAID REVENUE. R-17 
UNANIMOUSLY. WITHDRAWN. 

AGING SERVICES DIVISION 

R-18 Budget Modification ASD 9404 Requesting Authorization to Appropriated $43,400 
from General Fund Contingency for Additional One-Time Only Charges Related to 
the New Southeast Branch Location 

COMMISSIONER SALTZMAN MOVED AND 
COMMISSIONER KELLEY SECONDED, APPROVAL OF R-18. 
MR. WARREN EXPLANATION AND · SUBMITTAL OF 
SUBSTITUTE BUDGET MODIFICATION REQUESTING 
$28,000 GENERAL FUND APPROPRIATION. 
COMMISSIONERS SAL1ZMAN AND KELLEY WITHDREW . 
PREVIOUS MOTION AND COMMISSIONER SAL1ZMAN 
MOVED AND COMMISSIONER KELLEY SECONDED, 
APPROVAL OF SUBSTITUTE BUDGET MODIFICATION. 
CAROL REX EXPLANATION. BUDGET MODIFICATION 
ASD 9404-REVISED UNANIMOUSLY APPROVED. 

COMMUNITY AND FAMILY SERVICES DIVISION 

R-19 Budget Modification CFS 4 Requesting Authorization to Appropriate $24,089 from 
General Fund Contingency to Restore Funds to East County and Nonh Ponland 
Child and Youth Centers for the Remainder of FY 93-94 

· R-20 

COMMISSIONER HANSEN EXPLANATION. 
COMMISSIONER HANSEN MOVED AND COMMISSIONER 
KEUEY SECONDED, APPROVAL OF R-19. MR. WARREN 
AND HOWARD KLINK EXPLANATION AND RESPONSE TO 
BOARD QUESTIONS. BUDGET MODIFICATION 
UNANIMOUSLY APPROVED. 

Budget Modification CFS 5 Requesting Authorization to Appropriate $43, 772 from 
General Fund Contingency for Pass Through Plus $306 for Indirect to Provide Five 
Months of Funding for 52 Units of Alcohol and Drug Free Transitional Housing for 
Homeless Single Adults at a Rate Established by RFP 

COMMISSIONER HANSEN MOVED AND COMMISSIONER 
KELLEY SECONDED, APPROVAL OF R;.20. MR. WARREN 
EXPLANATION AND SUBMITTAL OF SUBSTITUTE 
BUDGET MODIFICATION. COMMISSIONERS HANSEN 
AND KELLEY WITHDREW PREVIOUS MOTION AND 
COMMISSIONER HANSEN MOVED AND COMMISSIONER 
KEUEY SECONDED, APPROVAL OF SUBSTITUTE BUDGET 
MODIFICATION. DEBBIE WOOD, MIKE GARVEY, ROB 
DeGRAF AND JEAN DeMASTER TESTIMONY IN SUPPORT 

-7-



PUBLIC COMMENT 

, OF ADDITIONAL FUNDING FOR CENTRAL CITY CONCERN 
. 1 ' AND TRANSITION PROJECTS, INC. AND RESPONSE TO 
.· ·" BOARD QUESTIONS. MR. KLINK EXPLANATION AND 

RESPONSE TO BOARD QUESTIONS AND DISCUSSION. 
BOARD COMMENTS. BUDGET MODIFICATION CFS 5-
REVISED UNANIMOUSLY APPROVED. 

R-21 Opponunity for Public Comment on Non-Agenda Matters. Testimony Limited to 
Three Minutes Per Person. 

There being no funher business, the meeting was adjourned at 11:40 a.m. 

OFFICE OF THEBOARD CLERK 
for MULTNOMAH COUNTY, OREGON 

~KEJY~tS~ 
Deborah L. Rogstad 
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mULTnOrnRH COUnTY OREGOn 

OFFICE OF THE BOARD CLERK 
SUITE 1510, PORTLAND BUILDING 
1120 S.W. FIFTH AVENUE 
PORTLAND, OREGON 97204 

BOARD .OF COUNTY COMMISSIONERS 
BEVERLY STEIN • CHAIR • 248-3308 
DAN SALTZMAN • DISTRICT 1 • 248-5220 
GARY HANSEN • DISTRICT 2 • 248-5219 

TANYA COLLIER • DISTRICT 3 • 248-5217 
SHARRON KELLEY • DISTRICT 4 • 248-5213 

CLERK'S OFFICE • 248-3277 • 248-5222 

AGENDA 

MEETINGS OF THE MULTNOMAH COUNTY BOARD OF COMMISSIONERS 

FOR THE WEEK OF 

March 14. 1994- March 18. 1994 

Tuesday, March 15, 1994- 9:30AM- Board Briefings . . . . . . . . . . . . . Page 2 

Tuesday, March 15, 1994- 1:30PM- Budget Work Session . . . . . . . . . . Page 2 

Thursday, March 17, 1994- 9:30AM- Regular Meeting . . . . . . . . . . . . . Page 2 

Thursday Meetings of the Multnomah County Board of Commissioners are 
taped and can be seen at the following times: 

Thursday, 10:00 PM, Channel 11 for East and West side subscribers 
Thursday, 10:00 PM, Channel49 for Columbia Cable (Vancouver)subscribers 
Friday, 6:00 PM, Channel 22 for Paragon Cable (Multnomah East) 
subscribers 
Saturday 12:00 Noon, Channel 21 for East Ponland and East County 
subscribers 

INDIVIDUALS WITH DISABILITIES MAY CALL THE OFFICE OF THE BOARD 
CLERK AT 248-3277 OR 248-5222, OR MULTNOMAH COUNTY TDD.PHONE 248-
5040, FOR INFORMATION ON AVAILABLE SERVICES AND ACCESSIBILITY. 

-1-
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Tuesday, March I5, I994- 9:30AM 

Multnomah County Courthouse, Room 602 

BOARD BRIEFINGS 

B-I Presentation of the RESULTS (Reaching· Excellent Service Using Leadership 
and Team Strcitegies). Presented by Les Wallace, PhD, of Signature 
Resources. 2 HOURS REQUESTED - 9:30 AM TIME CERTAIN. 

B-2 Presentation of the Library Department Audit: Open Branches More Hours. 
Presented by Gary Blachner. 30 MINUTES REQUESTED -11:30 TIME 
CERTAIN. 

Tuesday, March I5, I994- I:30 PM 

Multnomah County Courthouse, Room 602 

BUDGET WORK SESSION 

WS-I Board Work Session to Discuss Issues Important for Development of the I994-
I995 Budget, as Follows: MENTAL HEALTH AND JAILS-1:30PM TIME 
CERTAIN, 1 HOUR REQUESTED,· and SCHOOL HEALTH CLINICS-: 2:30 

. PM TIME CERTAIN. Presented by Appropriate Department Staff 

Thursday, March I7, I994- 9:30AM 

Multnomah County Courthouse, Room 602 

REGULAR MEETING 

CONSENT CALENDAR 

SHERIFF'S OFFICE 

C-I Application for Business Certification Renewal Submitted by Sheriff's Office 
with Recommendation for Approval, for R.S. DAVIS RECYCLING, INC., 
LOCATED AT 28425 SE ORIENT DRIVE, GRESHAM 

NON-DEPARTMENTAL 

C-2 In the Matter of the Appointment of Lillian Clark to the Portland Multlwmah 
Commission on Aging Representing the NE District Advisory CollJmittee on 
Aging, Term Ending July I995 
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C-3 In the Matter of the Appointment of Susan Hathaway-Marxer to the Library 
Advisory Board, Term Ending September 30, 1995 

DEPARTMENT OF ENVIRONMENTAL SERVICES 

C-4 ORDER in the Matter of the Execution of Deed D940998 Upon Complete 
Peiformance of a Contract to WILLIAM NICHOLAS WERNER 

. REGULAR AGENDA 

NON-DEPARTMENTAL 

R-1 In the Matter of the Appointment of Blair Batson to the Columbia River Gorge 
Commission 

R-2 . Review, Discussion and Board Action on the March 3, 1994 Appeal Hearing 
of Greg Durham Regarding Adult Care Home License 

R-3 PROCLAMATION in the Matter of Proclaiming April, 1994, Earthquake 
Preparedness Month 

R-4 RESOLUTION in the Matter of Approving the Regional Emergency 
Management Workplan 

R-5 Ratification of an Intergovernmental Agreement, Contract #500344, between 
the Jurisdictions Within Washington, Multnomah, Clackamas and Columbia 
Counties including the Cities and Regional Government within those· Counties 
for the Purpose of Developing an Organization to Recommend Policy and 
Procedures on Regional Emergency Management Issues 

R-6 RESOLUTION in the Matter of the Adoption of a Supplemental Budget for 
Multnomah County, Oregon, for the Fiscal Year July 1, 1993 to June 30, 
1994, and Making the Appropriations thereunder, Pursuant to ORS 294. 435 

DEPARTMENT OF COMMUNITY CORRECTIONS 

R-7 Budget Modification DCC #8 Requesting Authorization to Add 1 FTE Data 
Analyst and Reclassify 1 FTE Data Analyst Senior to a Data Systems 
Administration 

DEPARTMENT OF HEALTH 

R -8 Ratification of an Intergovernmental Agreement, Contract #2020 14, Authorizes 
Washington County to Adminisfer the Regulation of Emergency Medical and 
Ambulance Services Under the ·washington .County Code for a Pprtion of 
Multnomah County in the West Hills/Skyline Area · 
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PUBLIC CONTRACT REVIEW BOARD 

(Recess as the Board of County Commissioners and convene as the Public 
. Contract Review Board) · 

R-9 ORDER in the MatterofExemptingfrom Pu~licBidding a Contract with Polar 
Systems for the Provision of LAN Equipment, Services and Training 

(Recess as the Public Contract Review Board and reconvene as the Board of 
County Commissioners) 

GENERAL FUND CONTINGENCY REQUESTS 

NON-DEPARTMENTAL 

R-10 Budget Modification NOND #12 Requesting One Time Only Voluntary 
Contribution of $10,000 Contingency Funds for Support of Research and 
Service Programs of PSU Institute for Portland Metropolitan Studies 

R-11 Budget Modification NOND #13 Requesting Authorization to Appropriate 
$74,190 from General Fund Contingen-cy to Non-Departmental Special 
Appropriations for the Purpose of Developing a New Applicant Flow System 

DEPARTMENT OF ENVIRONMENTAL SERVICES . 

R-12 

R-13 

. R-14 

R-15 

Budget Modification . DES # 10 Requesting Authorization to Fund the 
Establishment of an Animal Control "Pet Adoption Center" in Partnership 
with Clackamas Town Center 

Budget Modification DES # 11 Requesting Authorization to Fund the County's 
Share of the Project Manager and Associated Costs for Analysis of Potential 
Consolidation of Support Services with the City of Portland 

Budget Modification DES # 12 Requesting· Authorization to Fund 
Environmental, Social, Economic and Energy Analysis of Significant Streams 
within the Drainage of Howard Canyon 

Budget Modification· DES # 13 Requesting Authorization to Appropriate 
$25,000 from General Fund Contingency to Fund Challenge Grant for the 
~Friends of the Multnomah County Fair 

DEPARTMENT OF COMMUNITY CORRECTIONS 

R-16 Budget Modification DCC #6Requesting Authorization to Increase the Federal 
Byrne GrantRevenueby $19(J,OOO and Increase General Fund Contingency by 
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$38,311 for the Drug Diversion Program which will Allow an Increase in 
Contract Expenditures of $137,350 Plus Indirect 

DEPARTMENT OF HEALTH 

R-17 Budget Modification MCHD #7 Requesting Authorization to Appropriate 
$40,000 from General Fund Contingency to Replace an X-Ray Machine 

AGING SERVICES DIVISION 

·. 

R-18 Budget Modification ASD #9404 Requesting Authorization to Appropriated 
$43,400 from General Fund Contingency for Additional One-Time Only 
Charges Related to the New Southeast Branch Location 

COMMUNITY AND FAMILY SERVICES DIVISION 

R-19 Budget Modification CFS #4Requesting Authorization to Appropriate $24,089 
from General Fund Contingency to Restore Funds to East County and North 
Portland Child and Youth Centers for the Remainder of FY 93-94 

R~20 Budget Modification CFS #5 Requesting Authorization to Appropriate $43, 772 
from General Fund Contingency for Pass Through Plus $306 for Indirect to 
Provide Five Months of Funding for 52 Units of Alcohol and Drug Free 
Transitional Housing for Homeless Single Adults at a Rate Established by RFP 

PUBLIC COMMENT 

R-21 Opportunity for Public Comment on Non-Agenda Matters. Testimony Limited 
to Three Minutes Per Person. 

1994-l.A GE/cap/46-50 
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MEETING DATE: __ . _MA_R_. _1_5_1_99_4 ___ _ 

AGENDA NO: ___ _..~ft""'--"-/ _____ _ 

(Above Space for Board Clerk's Use ONLY) 

-------------------------------------~---------------~---·------·----------- -·----~ 

.· 

S!TBJECT: THE RESULTS CAMPAIGN: Perspecti~s on Organizatt.bnal Transformation 

BOARD BRIEFING Date Requested:~M~a~r~c~b_.J5~,~1~9~9~4~--------------------------

Amount ci£ Time Needed: ........:Tw~o_.h~o"-liu~r.:;:s_· ---'~-· _-...:..11~3_0_-;..::r /~M;.:.:6::;;...:Q=£;;:rc:;;,-r~A::!.Ll; .U~-
REGULAR.MEETING: Date Requested: ________________________ __ 

Amount or Time Needed: ____________________________ __ 

DEP li.R.TMENT: Nqndepartmenta) 

CONTACT: Melinda Petersen 

DIVISION: Chair's Office 
\ 

TELEPHONE #:~x-39~7~1----------------­
BLDG/ROOM #:_.J~06~/~1~4~J~O----~-------

p ER.SON ( S) MAKING PRESENTATION: tes Wallac~, PhD, of Signature Resources 

ff'.J INFORMATIONAL ONLY - ... 

AC:UON REQUESTED: 

[] POLICY DIRECTION [] APPROVAL [] OTHER 

~ (Statement of rationale for action requested, personnel and 
f~scal/budgetary impacts, i£ applicable): 

The Multnomah County RESULTS Campaign stands for "Reaching Excellent Service Using Leadership 
and Team ~trategies." - - - - -

The purpose of the RESULTS Campaign is to transform the County to a "high performance government" 
that focuses on customer satisfaction and measurement of outcomes. The goal is to ·embrace 
excellence, innovation, responsiveness, .and continuous quality improvement in providing 
services to the public. 

This overview presentation and dialogue with the Board will be led by Dr. Les Wallace, an 
expert in improving the quality of services in organizations, and will examine the course 
oforganizational transformation occuring throughout the public and private sectors and the 
key leadership challenges th oard I : will face. 

, •..•. q 

~~;:. .~~tl~~ 
DEPAR~ ~AGlr.R: __ ~----------------------~------------------~~~~~~--~~~i~~:~:-

~~ ~~.~~ 
~ N 

ALL ACCOIIPANYING DOCDlW'I'IS JIUST 1Ll.VE LTTQUIRED SIGNA.rrJRiS ~ ;J:·;i;; 
. '.''I'' " ~ •• 

Any Questions: Call the Office or the Board Clerk 2.48-3277l24B-s:ii2 ~" 
r' • 
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LES WALLACE, PH. D. 

0 Les Wallace, Ph.D., is founder arid president of Signature Resources, an 
international management consulting firm based in Denver. Dr. Wallace 
has been an active strategist in management and organizational performance 
for two and a half decades. He is a published researcher and author, has 
served professorships at two universities and also served in hospital 
administration at a large regional medical center and teaching hospital. Dr. 
Wallace's career professional contributions have recently been recognized by 
his selection for inclusion in Oxford's Who's Who, and Who's Who Worldwide. 

0 Dr. Wallace has a diversified client base from government agencies to large 
Fortune 1 00 companies. He is currently an active consultant in organizational 
transformation for the Internal Revenue Service, the Division of Federal 
Occupational Health, Rocky Mountain HMO, and the University of Texas. His 
training and consulting experience spans organizations as diverse as Kodak, 
Hewlett Packard, Communication Workers of America, U.S. Public Health 
Service and Goodwill Industries. 

0 His·most recent publications have appeared in Personnel Joyroal, and Natjon's 
Business. Dr. Wallace also appears on the audio cassette series, Manager's 
Edge, and Management 2000: What Every Executive Wants to 
Know, distributed internationally. His business text: (coauthored with Dr. 
Dennis Phillips), Influence in the Workplace; Maximizing Personal 
Empowerment (Kendaii·Hunt, June 1992}. He also writes and publishes 
elan vital (e-lan, vee·tall) a twice yearly client newsletter on management, 
leadership and organizational performance. 

0 Dr. Wallace's writing and research has been widely recognized and published. 
In addition to his articles and audio tapes in the management literature, Dr. 
Wallace has contributed published works on Human Rights in the Black History 
Literature, Religious Discrimination, in the American History Literature, Media 
Political Commentary, in the Communication Literature, and has been 
recognized by the International Communication Association for his work in 
Health Care Communication. He also writes and publishes elan vital (e-lan, 
vee-tall) a twice yearly client newsletter on management, leadership and 
organizational performance. 

0 Dr. Wallace is active in the following organizations: Association for Quality and 
Participation, International Communication Association, World Future Society, 
Alliance for Primary Care, and the Australian-American Chamber of Commerce 
in Denver. 

Signature Resources 
303-355-4631 Voice 24hrs. 

Fax 303-752-1876 Twenty Four Hours 
222 Milwaukee, Suite 409, Denver, Colorado 80206 
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SIGNATURE RESOURCES 
PARTIAL CLIENT LIST 

We are proud to serve a broad spectrum of 
clients from. Fortune 500 companies, 
Government Agencies, Professional 
Associations, and Not-For-Profit Organizations. 

Abbott Banks 
American Association of Diabetes Educators 
American Institute for Banking· 
American Humane Association 
American Shizuki Incorporated 
Andersen Consulting 
ARCOCoal 
Arizona Dietetic Association Incorporated 
Alliance For Primary Care 
Association of Hospital Development Officers 
Assoc. of Nebraska Community Action Agencies 
AT&T 
Bankers Life 
Boulder Community Hospital, CO 
Burlington· Northern Railroad 
Cedar Springs Hospital, CO 
City of Eugene Oregon 
Clinicare Incorporated 
Colorado Association of Distributive· Education 
Colorado Hospital Association 
Colorado Medical Society 
Colorado National Bank 
Colorado Science Center 
Colorado State Forest Service 
Colorado Trust . 
Communication Workers of America 
DayTimers, Inc. 
Delmarva Rural Ministries 
Doane College 
Eastman Kodak 
Equitable Ute Assurance Society 
Feather Petroleum 
Federai Occupational Health Division 
Gates Rubber Company 
Harrah's Hotels and Casinos 
HealthEast, MN 
Hewlett-Packard 
IBM 
Internal Revenue Service 
Immediate Health Check Centers 
Imperial Irrigation District 
Jefferson County Mental Health 
Kansas Association of Rehabilitation Facilities 
Lexmark International 
Ufescan Occupational Health Program 

Lockwood Manufacturing 
Manager's Edge 
Manville Corporation 
Marshfield Clinic, WI 
McKee Medical Center, CO 
Mesa County School District 
Migrant Clinician's Network 
Montana Hospital Association 
National Assoc. of Community Health Centers 
Nat. Coal. Hispanic Health & Hum. Srvcs. Orgs. 
National Health Service Corps 
National Migrant Resource Program 
National Rural Electric Coop Association 
Nebraska Division of Rehabilitation Services 
New York-New Jersey Clin. Directors Network 
North. Carolina Primary Care Associati<;m 

· Northern Colorado Regional Medical Center 
Lockwood Corporation 
Ohio Farmworker Opportunity 
Oregon Association of Rehabilitation Facilities· 
Oregon Health Sciences University 
Oregon Hospital Association 
Oregon State Commission for the Blind 
Poudre AI School District 
Pri-Care Incorporated 
Radiology Imaging Associates 
Regional West Medical Center, NE 
Regis College 
Rochester Primary Care Netwo.rk 
Rocky Mountain HMO 
San Juan College 
Seattle Unive:rsity 
Southern Colorado Clinic 
Southern European Broadcasting Network 
Southern Ute Tribal Government 
St. Joseph's Hospital, MN 
St. Lukes Regional Medical Center, ID 
Sunset Park Hospital, NY 
Texas WorkNet 
Teacher Corps Program; U.S. HHS 
U.S. Army · 
U.S. Health and Human Services Administration 
U.S. Wildlife Managers Association 
University of Colorado Health Sciences Center 
University of Missouri 
University of Nebraska 
University of Northern Colorado 
University of Oregon 
Washington Stat.e Commission for the Blind 
West. Interstate Comm. on Higher Education 
Woodward Governor 
Wyoming Division of Vocational Rehabilitation 
Wyoming Public Health Department 
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Multnomah County Commissioners 
3/15/94 

Les Wallace, Ph.D. 
Signature Resources 

Denver, Colorado 

Today, every industry, public sector activity, and organization is facing the challenge of 
transforming the way we do business. This overview presentation and dialogue examines the 
course of organizational transformation occurring throughout the public and private sectors 
and the key leadership challenges we face in creating high performance results. 

Opening Remarks: Summary Outline 

I. Antecedents to Contemporary Organizational Transformation 

0 consumer movement matured in 1970's, taxpayer revolt in 1980's 
0 global business competition pushes business and forces change to keep up 
0 national deficit and taxpayer revolt pushes all government entities to perform 
0 new models evolve for producing organizational results: quality movement, 

re-inventing, empowerment, partnerships with labor, business, government 

II. - Implications for Organizations of all Types 

0 rapid change and greater chaos in the economic, social and political environment 

0 human resources as business advantage: process owners becoming empowered 

0 Return on Investment: consumers expect lower costs and higher quality results 

0 measurement: data becomes an advantage; what gets measured gets improved 

0 

0 

0 

0 

0 

0 

0 

0 

0 

0 

role of customers: active participants in re-designing services and products; vocal 

leadership vs management: moving from command and control to leadership . 

collaboration I partnership implications: isolation and segmentation doesn't work 

teams I self directed teams I multifunctional units: work is organized differently 

cellular I flexible I modular organizational models: change compatible units 

training investment is required to achieve results from new models 

research and development I risk taking I benchmarking: a learning organization 
I 

privatization I franchising: maximize results arid contain costs through out-sourcing 

journeys, destinations and sprints: a long journey with many course corrections 
\ 

biggest barriers to successful transformation: traditional thinking and managing 

"There comes a time when one cannot proceed further without restructuring the pattern--without breaking 
up the old pattern which has been so useful and arranging the old information in a new way." 

Edward de Bono, Lateral Thjnkjng 

Les Wallace, Ph. D. © Signature Resources 1994 



Tenets Of The Organizational Transformation Movement 

1. Change is inevitable. The pace of economic, customer, technological and social pressure has picked up. 
Organizations must be flexible and change compatible to succeed. Quality and value are demanded. 
0 Organizations, systems, products, services all go through life cycles; old systems die out; new 

ideas and configurations take their place. 
o Transformation & adaptation must be ongoing: external pressures, customer expectations 
0 Technological and organizational systems breakthroughs change the nature of wor1< 
0 Bulky, traditional organizational management systems give way to streamlined, self directed 

cellular units. Response time, reduced bureaucracy and accountability produce results. 

2. Hierarchy, and a command and control management system, are replaced with flatter structures and 
cellular functional units that change I adapt as service requirements change. 
o flat organizational structures; fewer supervisory 1 management personnel 
0 traditional management gives way to transformational leadership competencies 
0 shared leadership I governance of organization: labor as partners; collaborative decision making 
o team focused (self directed) self governed units of service 
0 team and staff development investment required to assure results 
0 team leaders and resource people assist larger spans of responsibility 
0 employee involvement in transformation assures results from the "process owners" 
0 sophisticated information systems keep decision making data at the team's finger tips 

3. Customer focused models of service drive organizational structure. 
0 services I products structured around customer driven processes: user I client at center 
0 breaking up traditional "departmental" models into service cluster models 
0 user friendly systems: timely, one stop shopping, quality, value added, delight users I clients 

4. Flexible wor1<force members provide cellular I flexible, multifunctional delivery of services. 
0 job restructuring (jobs don't exist in the future organization): multifunctional assignments do! 
0 multi-functional/ multi-disciplinary teams form customer focused clusters 
0 shared resource pools of multifunctional personnel (e.g. with other orgs., other teams) 
0 cross training and multiple competencies required for employability and flexibility 
0 levels of training and competencies matched appropriately to function 
0 self directed teams I process owner groups are formed with team leader resource people 

5. Continuous Quality Improvement systems drive the cost and quality balance. 
0 formalized COl processes define how data based problem solving produces quality results 
0 COl council/ steering committee crosses organizational boundaries to sponsor results 
o COl tools, interpersonal & team competencies, customer service competencies provided all staff 
0 re-structure of all jobs and process systems around COl process analysis 
0 sophisticated customer feedback data collected, widely shared, and used to measure results 
0 costs drop and value increases as teams witli data confront sticky bureaucracy and quality barriers 
0 customers involved in redesigning and transforming services 

6. Privatized, franchised, or partnered services are targeted for highly variable demand areas or easily 
contracted services. 
0 reduce duplication of services available within reasonable geographic area (merge I share) 
0 contract services to reduce FTE load, enhance flexibility and gain quality & competitive advantage 
0 partner I form alliances with like businesses and with interested parties private and public sector 
0 drop or transfer to new partners marginal volume and revenue centers 
0 partnership with organized labor: early joint planning around mutual benefits 

7. Challenge all assumptions, slay sacred cows, maintain flexible structures capable of changing as needed. 
0 traditional models are no longer as useful or successful; demands have changes 
0 consumers I taxpayors expect results oriented approaches; not cosmetic change or buzz words 
0 lead vs manage; think strategically, coach quality results, facilitate change, think like the customer 
0 develop partnerships internal & external; integrate vs segment 

Les Wallace, Ph.D. © Signature Resources 1994 
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I. Purpose 

BOARD OF COUNTY COMMISSIONERS 
AGENDA ITEM BRIEFING 

STAFF REPORT SUPPLEMENT 

To describe the information needed by the Board of County 
Commissioners for items. submitted for agenda placement. 
Multnomah County Administrative Procedures #BCC-1 and #BCC-2 
describe how to place items on the board agenda and how to 
format ordinances, resolutions, orders and proclamations. The 
following is the procedure for preparing staff reports to 
accompany each agenda item. 

II. Preparation of Staff Reports 

TO: 

FROM: 

Staff reports are to be consistent with the following example. 
If one of the items is not applicable, do not leave it out, 
simply list as N/A. This report is a supplement to the Agenda 
Placement Form, it is not a substitute. 

BOARD OF COUNTY COMMISSIONERS 

GARY BLACKMER, AUDITOR 

TODAY'S DATE: 
MARCH 2, 1994 

REQUESTED PLACEMENT DATE: MARCH 1 5, 1994 11 • 30AM-NOON, TIME CERTAIN 

RE: PRESENTATION OF AIIDIT• liBRARY DEPARTMENT• OPEN BRANCHES MORE HOURS 
(Descriptive title using appropriate dates and wording 
such as Public Hearing, Resolution, Ordinance, etc.) 

I. Recommendation/Action Requested: 

(Concise listing or recommendation/action requested.) 

II. Background/Analysis: 

(Explanation of the item. This section should be as detailed 
as necessary to provide the BCC with the information it needs 
to make a decision. Why does this item have to go to the 
Board? What has the Board already seen about this issue?) 

III. Financial Impact: 

·(Revenue/Expenditure? Address current-and long term issues. 
- · Is it going to result in a budget modification? .. If so,· what . 

. is the timeline? If it is a budget modif·ication, what caused 
the need for change? Has the budget office been consulted? 
Detailed explanation.) 

' ·' 
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Page Two 
Procedure for Staff Report 

IV. Legal Issues: 

(What are the legal issues? How do you know? Cite ORS, 
ordinance or administrative procedure if appropriate.) 

V. Controversial Issues: 

(Policy/Political) 

VI. Link to Current County Policies: 

(Consistent/Chang-es Needed) 

VII. Citizen Participation: 

(What has been the degree of citizen involvement - Formal, 
i.e. task force or committee Informal input? Do you 
anticipate citizen testimony at the board meeting?) 

VIII.Other Government Participation: 

(Does it affect another jurisdiction/county department? Do 
they know about it?) 

. ~. 

:' ' I 

--,. 



GARY BLACKMER 
COUNTY AUDITOR 
1021 SW 4TH AVENUE, ROOM 136 
PORTLAND, OR 97204 
(503) 248-3320 

rnULTnOrnRH COUnTY OREGOn 

DATE: 

TO: 

FROM: 

March 3, 1994 

Bev Stein, Multnomah County Chair 
Dan Saltzman, Commissioner, District 1 
Gary Hansen, Commissioner, District 2 
Tanya Collier, Commissioner, District 3 
Sharron Kelley, Commissioner, Di · ct 

SUBJECT: Presentation of Library 

Recommendation/ Action Requested 
Review and discuss contents of Auditor's report of "Library Department: Open 
Branches More Hours" issued on March 1, 1994. Use the report to assist in 
reviewing Library operations. 

Background I Analysis 
See the Audit Report. 

Financial Impact 
The report recommended changes which allowed most branches to open 10 more 
hours each week. If staffing were to be increased proportionately, the additional 
hours would cost over $1 million annually. Further centralization of reference 
services could eliminate the $100,000 cost for Branch reference. Improved signage 
may reduce demand for information staff, such as the lobby desk at the Central 
Library, which costs $110,000 annually to staff. Increased use of volunteers can also 
improve services at little cost. 

Legal Issues 
not applicable 

Controversial Issues 
not applicable 

Link to Current County Policies 
not applicable 

Citizen Participation 
not applicable 

Other Government Participation 
not applicable 
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LIBRARY DEPARTMENT 
Open branches more hours 

March 1994 

Gary Blackmer 
Multnomah County Auditor 
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GARY BLACKMER 
COUNTY AUDITOR 
1021 SW 4TH AVENUE, ROOM 136 
PORTLAND, OR 97204 
(503) 248-3320 

rnULTnOrTlRH COUnTY OREGOn 

MEMORANDUM 

DATE: 

TO: 

March 1, 1994 

Beverly Stein, Multnomah County Chair 
Dan Saltzman, Commissioner, District 1 
Gary Hansen, Commissioner, District 2 
Tanya Collier, Commissioner,. District 3 
Sharron Kelley, Commissioner, District 4 

SUBJECT: Audit of Library Department 

The attached report covers our audit of the Library Department, which was 
included in the FY92-93 Audit Schedule. The Library Department is a new 
member of the Multnomah County organization and this is is the first 
performance audit conducted of its operations . 

The Library Department is being compelled to rethink its direction and 
operations by the renovation of the Central Library, County officials, special 
committees and task forces, Library Department personnel, as well as this 
audit. Library managers shared a book with us which we would like to 
recommend to others who are interested in thinking about the future 
direction and operation of Multnomah County's library system. The book is 
written by the Baltimore County Public Library and is entitled Give 'Em 
What They Want. It documents the questions and solutions developed by 
that library system in responding to.the community's needs. While 
Baltimore County's answers may not be appropriate to Multnomah County, 
most of the questions are exactly to the point . 

The Library Department faces significant challenges in continuing to meet 
the needs of our community. As technology creates new means of accessing 
and presenting information, and as our information needs change, the 
responsibilities of library personnel and patrons will have to be continually 
re-examined. We know that our citizens place a high value on libraries, as 
evidenced by their continued support of special tax levies to pay for those 
services. We also know that our citizens place a high value on efficient and 
accountable public services. During our audit we noted many Library 
Department personnel who are committed to providing the best services . 
The fundamental challenge for them is to provide the highest quality 
services with the public's tax dollars . 



We have reviewed these findings and recommendations with the County 
Chair and managers of the Library Department. Their written responses 
are the last section of the report. 

We would appreciate receiving a written status report from the County 
Chair, or a designee, in six months indicating what further progress has 
been made regarding the recommendations identified in this report. This 
response should be circulated to the Commissioners. 

We appreciate the assistance and cooperation provided to us by the 
personnel of the Library Department. 

I 

/" 
LACKMER 

Auditors: Suzanne Flynn 
Kathryn Nichols 

Desktop Publishing: Lucy Skibitzke 

I. 
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SUMMARY 

This report covers our review of the County's libraries. In general, we found opportunities 

to reduce costs, increase library hours with current personnel resources, and increase 

productivity of library personnel. Library Department managers have already taken steps 

to resolve some of the audit findings. Responses to the audit are included in the back of the 

report . 

The Library Department provides books and other materials to meet the informational, 
educational, cultural, and recreational needs of the residents of Multnomah County. In 
FY93-94 about $19.6 million is budgeted to operate the Central Library and 14 branches, 
as well as special programs, administration, and support services. The equivalent of about 
320 personnel are assigned to the Library Department. More than half of the FY93-94 

library operations are funded by a three-year serial levy. Currently, thirteen of the 
branches are open to the public four days a week and the Gresham Branch is open six 
days. The Central Library is open every day of the week. 

We analyzed staffing and workload data and observed operations in the branches and 
Central Library. We concluded that the Library Department can reopen branch libraries 
five days per week with current resources. At the beginning of the audit the Library 

Department had noted their on-going review of staffing. During the audit, the Library 
modified its checkout procedures for more productive use of staff. Mter discussing our 
findings with the Library Department, management decided to increase branch operating 
hours and began modifying staff schedules . 

We also believe that there are opportunities to manage clerical workload and modify work 
activities to increase staff productivity. Library managers are modifying their checkin and 
checkout procedures to speed the process. Beginning in March, 1994, patrons will be 

responsible for noting the due date on all their materials with the new Smart Check 
procedure. We noted that patron telephone calls decrease checkout de$k productivity and 
recommend redirecting patron calls to informational staff. Library Department managers 
are investigating that method as well as automated telephone answering as another 
means of redirecting patron calls and reducing, branch workload . 

Library Department\March 1994 



Better workspace design and signage can also improve clerical operations and improve 
patron access to library materials. Central Library and the branches lack adequate 
signage which results in more patron questions. For example, there are no clearly visible 
directories or signs to guide a patron through the Central Library foyer and lobby to a 
desired subject area. Patrons must rely upon the lobby information desk, staffed at a cost 
of $110,000 per year, for directions. We also observed that the location and language of 
current signage in the branches and Central Library could create confusion for patrons. 
The Library Department has a signage committee and consultant to improve the use of 
signage at Central Library. 

The Library Department has initiated several centralized activities in recent years that 
have improved services and reduced costs. However, we identified several opportunities 
to further centralize these activities. For example, the Reference Line answers 145,000 
questions from the public annually. However, patrons also directly call with questions to 
other informational staff in the Central Library and branches, which creates additional 
workload. When branch staff cannot answer a question, they direct it to a librarian and 
clerk in Branch Reference, separate from the Reference Line, which costs approximately 
$100,000 annually to operate. Directing all patron telephone and branch staff questions 
to the Reference Line could reduce costs and workload of staff. We also noted an 
opportunity to further centralize shelving activities at the Central Library which could 
increase the productivity of page and clerical staff as well as Reference Line staff. 

Another centralized service is recruitment of volunteers who have successfully operated 
the Title Wave Bookstore. More needs to be done to encourage managers to use 
volunteers. In addition, the Library Department needs to adopt position descriptions 
which can improve recruiting efforts, better match volunteers to needed services, and 
clarify expectations between the Library Department and its volunteers. 

During our audit we observed several cases of inconsistent use of the computerized fine 
collection and recording system. Use of the computerized system will improve controls 
over fines and collections. 

Improvements are needed in the gathering and use of workload information. For example, 
staff workload information was not always consistently gathered and reported by library 
staff. We also noted a discrepancy generated by purchased software which tracks the 
number of holds placed on materials by patrons. Library managers should increase the use 
of gathered data in regularly reviewing the match between workload and staffing. 

Library Department\March 1994 
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We recommend that the Library Department increase the number of the hours that 
branches are open and review its operations, signage, and workstation design to reduce 

clerical workload and increase productivity. We also recommend that the Library 
Department explore opportunities to improve and increase its use of centralized services 
and workload information . 

Library Department\March 1994 iii 
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INTRODUCTION 

The Library became a County Department in FY90-91 

The history of the Multnomah County Library Department parallels most other public 
libraries. The collections were usually built from private donations and, as local 
governments expanded their services, libraries became publically supported. Public 
financing of libraries was based upon strong societal beliefs that a democratic electorate 
needed to be educated, and that an industrial society required knowledgeable workers . 

The Multnomah County Library was founded by a group of citizens as a subscription library 
in 1864. Members initially paid $5 for membership with $3 in quarterly dues. The Library 
Association of Portland was incorporated in 1875 and only began serving the general public 
in 1902. Beginning in 1911, the County became solely responsible for paying library 
operating expenses from tax revenue . 

From 1911 to 1984, there was little public involvement in decisions affecting the 
management of the Library. In 1983, during a fiscal crisis, the County decreased financial 
support of the Library and services were cut. Over the next 7 years the governance of the 
Library was the subject of many studies and alternative recommendations. In 1984, a ballot 
measure proposing a change in governance was defeated by voters and, in 1987, the City of 
Portland did not support a proposal to create a county-wide library district . 

In 1988 the Multnomah County Chair charged a Library Task Force with identifying 
organizations that could assume management responsibility of the Library. The Task Force 
recommended that the County form a separate Library Commission appointed by the 

County Board of Commissioners . 

However, negotiations to transfer library administration to another commission were 
suspended by the Multnomah County Chair and in July 1990, the County assumed direct 
responsibility for Library operations and the Library became a County department. The 
County created a Library Board consisting of 15 members appointed by the County Chair, 

and subject to approval of the Board of County ComJ?issioners, to serve in an advisory 
capacity to both the Department and the Board . 

Library Department\March 1994 



Library reliance on three-year tax levies 
Library expenditures increased from $5.2 million in FY81-82 to $18.4 million in FY92-93. 
Mter adjusting for inflation, Library Department spending more than doubled (a 140% 
increase) from FY81-82 to FY92-93. Personnel costs are the largest category of Library 
Department spending, accounting for 61% of the total expenditures in FY92-93. Some of the 
increase in library expenditures was the result of increasing the employee work week and 
higher employee benefits. Exhibit 1 shows a history of serial levy revenues, library 
expenditures, and library spending adjusted for inflation. 

Exhibit 1 

Library serial levy 
revenues and 
total spending 

*budgeted amounts 

Source: Library financial 
statements and budgets 

I 
Fiscal Year 

81-82 

82-83 

83-84 

84-85 

85-86 

86-87 

87-88 

88-89 

89-90 

90-91 

91-92 

92-93 

93-94* 

Serial Levy 
Revenues 

$20,288 

$18,199 

$1,513 

$2,752,568 

$2,848,567 

$2,916,019 

$7,087,852 

$7,274,627 

$7,368,896 

$9,995,728 

$8,800,285 

$9,377,000 

$10,016,760 

Constant Dollar 
Expenditures Expenditures 

$5,258,000 $7,694,511 

$5,419,000 $7,846,713 

$5,526,000 $7,785,067 

$7,112,000 $9,689,985 

$7,748,000 $10,212,574 

$8,163,000 $10,647,777 

$9,990,000 $12,605,211 

$11,372,000 $13,757,482 

$15,232,000 $17,582,480 

$13,888,000 $15,047,909 

$14,307,000 $14,862,477 

$18,391,000 $18,391,000 

$19,564,916 $19,564,916 

With the growth in spending, there has also been a shift in the sources of library revenue 

over the past decade. In FY82-83, the County General Fund provided approximately 
90% of all Library revenues. Since that time four serial levies to support and improve 
library services have been approved by voters, and the reliance on serial levy revenue 
increased to 49% of total revenue in FY92-93. The County General Fund support of the 
library was reduced from $5.2 million in FY81-82 to $4.7 million in FY92-93, or a 37% 
decrease when adjusted for inflation .. 

The increasing reliance of library operations upon serial levies has resulted in a greater 
accountability to the voting public. Voters must regularly approve continued funding 

and are assured that the tax will only be used for library services. However, there is also 

the risk of severe service reductions if voters fail to support the levy. 
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Current services provided by the Library Department 
The mission of the Library Department is to provide books and other materials to meet the 
informational, educational, cultural, and recreational needs of the residents of Multnomah 
County. Materials are available in many forms such as books, tapes, videotapes, compact 
discs, and records. The Library Department operates a larger central library in downtown 
Portland and 14 branch libraries situated in Portland and Gresham neighborhoods . 

In Multnomah County the Central Library serves as the reference, resource, and referral 
center for the library system. It is also the location with the highest volume of materials 
checked out by patrons. Branch libraries provide popular reading for their patrons, assist 
in finding answers to reference questions, and also provide special programs for children . 
Exhibit 2 indicates the relative size and activities of the branches and Central Library . 

Exhibit 2 Square Hours Open Total Items Checked Items 

I Library Footage Per Week Staffing Out Annually* Per Hour* 

Size, staffing, 
and activities Central Library 125,000 59 117.70 2,358,138 769 

of County 
Albina 3,200 25 3.58 108,474 83 
Belmont 3,800 27 6.42 318,306 227 

libraries Capitol Hill 6,000 27 6.55 258,984 184 
Gregory Heights 5,400 27 6.44 238,141 170 
Gresham 20,000 47 15.87 749,794 307 
Hillsdale 5,700 36.5 8.00 340,337 179 
Holgate 6,000 27.5 7.82 304,165 213 
Hollywood 7,901 36.5 10.38 420,574 222 
Midland 6,850 36.5 10.56 452,589 238 

*includes renewals 
N. Portland 8,047 36.5 8.56 170,089 90 
Rockwood 5,800 27 6.44 212,075 151 
Sellwood 2,000 25 3.51 121,388 93 

Source: Library Department St. Johns 4,082 27 6.38 249,398 178 
reports Woodstock 5,600 27 6.38 279,990 199 

Advances in technology expanded several areas of library service. Instead of using card 
catalogs, patrons can use a computer terminal to search for any library material in the 
County. If the item is checked out, the patron may request to be notified when the 
material is returned, or have it delivered by mail for a fee. Automated index systems are 
also available to patrons to access articles in magazines and other types of information . 
The. library has access to a computerized listing of materials owned in other library 
systems which greatly increases the patron's ability to request inter-library loans. The 
library is currently adding and exploring new informational databases available on-line 
and on compact disk . 
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The library system also targets special populations. Library Outreach Services provide 
library materials to those who are unable to easily access library services. The Library 
offers parenting centers, library tours for classes, services to day care centers, and guidance 
on appropriate reading materials for preschool children. 

Library Department services are divided into the following areas: Community Services, 
Central Library, Technical Services, Support Services, Public Relations, Youth Services, 
Volunteer Services, and Library Administration. Community Services includes the branch 
libraries and outreach services. Technical Services is responsible for overseeing the 
selection, acquisition, and cataloguing of all new library materials and computer services. 
Support Services oversees purchasing, finance, budget, payroll, personnel, and delivery of 
materials among facilities. 

Central and branch library duties 
Library staff maintain the collection of materials and help the public find the materials they 
want. Collection maintenance includes checking items in and out, collecting fines, returning 
the items to the shelves, making sure items are in order on the shelves, repairing books, and 
searching for lost items. Library staff also assist the public in locating specific information 
and materials. 

Library clerks and pages are directly responsible for maintaining the collection, while 
librarians and library assistants are responsible for answering the public's questions. 
Library clerks check materials in and out at the front desk. They provide clerical support, 
locate books for patrons, register new patrons, collect fines and fees, and answer telephones. 
Library pages at the branches have little direct contact with library patrons and are 
primarily responsible for checking in and reshelving materials that are returned to the 

library. Volunteers may also assist by checking in materials, reshelving items, assisting in 
providing children's programs or by repairing materials. 

Librarians assist patrons in accessing library materials and information, and must have a 
Master's degree in Library Science. Among all the branches and the Central Library about 
16% of the total staff are librarians. Library Department personnel use the term 
"professionals" to describe staffwith an advanced degree in Library Science. Multnomah 
County also uses para-professionals, who have completed some college work but lack a 

degree in librarianship. Library assistants are para-professionals who can assist patrons 
with less difficult information needs. All branch libraries have a library assistant. At the 
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Central Library, library assistants are used in the Periodical, Children's, Popular and 
General Information sections . 

There are three levels of management in the Central Library and at some branch libraries . 
The supervisor position, a non-professional, has immediate responsibility for supervision 
of clerks and pages, and does scheduling. Most employees in administrator and manager 
positions have a Masters degree in Library Science and are working managers . 

Gresham Branch Library has a manager who supervises professional staff and a supervisor, 
represents the library in the community, and has responsibilities for identifying the types 
of items the branch will order. Four of the branches have administrators fulfilling these 
responsibilities. At the other 9 branches, there is no administrator or manager and the 
supervisor performs most of the managerial duties . 

At Central Library two managers are each responsible for the larger library divisions of 
Humanities and Science & Business and provide direct supervision to the professionals and 
supervisors in these sections. Administrators at Central Library are found in the 
Children's, General Information, Popular, Periodical, and Circulation sections. There are 
an average of 11 FTE (full-time equivalent) employees for each management position at the 
Central Library, while at the branch libraries there are 5 FTE for each management 
position . 
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Audit scope and methodology 
The purpose of this audit was to determine if library services to the public could be 
improved based upon current staffing and level of workload. The audit focused on the 
services provided directly to the public at Central Library and the 14 branches. Not 
included specifically in the audit were the Library's Technical, Outreach, Public Relations, 
Youth, Volunteer, or Support Services unless the activity related to the provision of direct 
public service. 

We interviewed managers and staff in the Library Department, and in County Budget and 
Planning, Employee Services, and Risk Management. We also interviewed members of the 
Library Board, Friends of the Library, and the Entrepreneurial Initiatives Task Force, and 
attended regular meetings of the Library Board. Auditors observed operations at Central 
Library and all14 branches. We interviewed managers and staff from other libraries both 
within the state and nationally. 

In addition to interviews and observations, we reviewed professional literature on library 
services and management. We reviewed budget documents, organizational charts, position 
descriptions, reports, and planning documents. We reviewed State laws, County ordinances 
and administrative rules relating to library services. We reviewed audits of libraries in 
other jurisdictions and previous financial audit reports on the library. 

We conducted a survey of other library systems and obtained comparative data on staffing 
and service levels. We analyzed automated management reports on workload prepared by 
library personnel, other routinely collected performance data, hourly reference question and 
telephone workload data for September and October 1993, and staffing schedules for Central 

Library and the branches. We reviewed the reliability of the automated data pertinent to 
our audit findings and comment on any weaknesses in the audit report. 

This audit was conducted in accordance with generally accepted government auditing 
standards, except for the new requirement for periodic external quality control review. At 
the request of the County Auditor, audit managers from three other jurisdictions are 
currently reviewing the policies and procedures manual of this office for compliance with 
Government Auditing Standards. 
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During the course of our review we identified six other areas that may warrant detailed 
study. We recommend additional review of: 

Selection and collection development. Methods for deciding the materials to be 

included in the libraries . 

Fines, fees, and book losses. Tracking and recovery of money and materials . 

Branch configuration. Location and size of library branches . 

Organization of clerical. professional. and management personnel. Duties and 
reporting relationships . 

Use of automated information systems. Managing operations and monitoring public 
service needs based on computerized information . 

Basic and enhanced library services. Identifying the types and levels of library 
services provided by Multnomah County and other library systems . 
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AUDIT RESULTS 

Library can increase hours with current resources 
As a result of information in this audit the Library Department is modifying the work 
schedules of its personnel and modifying 1its clerical activities to enable it to increase its 
operating hours. Effective March 1, the Library Department will open thirteen of its branch 
libraries an extra day, add additional hours at all libraries and begin a new procedure, 
Smart Check, ofpatron noted due dates. 

Branch operating hours were reduced 

In the past few years, the Library Department has improved public access to its materials 
with community outreach programs, computerization, and the addition of youth librarians 
in most branches. H.owever, accessibility has been limited by reductions in the number of 
hours that the branches are open to the public. A survey conducted in 1989 for the Library 
Department indicated that the public placed the highest importance on convenient operating 
hours. Total library hours of operation decreased from 630 to 492 per week, or 22%, since 
1986. Library management reduced evening hours by one hour in 1991, and then cut back 
one full day of service later the same year. Library Department managers stated that hours 
were reduced in order to avoid cutbacks in other library programs, such as children's 
services. 

Exhibit 3 shows the changes in total hours per week open during the past seven years. 

Exhibit 3 

8 

History of total 
weekly hours open 
for all libraries 

Source: Library Department 
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Except for Gresham, the branch libraries experienced the most significant decline in hours, 
with about half of the branches reducing hours by as much as 30%. All branches except 
Gresham are currently open only four days per week. The Gresham Branch increased its 
hours from 39 to 4 7, and began operating six days a week in 1992. While Central Library 
initially experienced reductions, most hours were restored in 1992, and it is now open every 

day of the week . 

Library Department staffing has increased 

The total number of Library Department personnel has increased by 15% since the Library 
became a County department. To determine the staffing level, we analyzed staffing from 
four different periods: August and December 1990, February 1992, and February 1993 . 

Data from these four time periods show that total library staff increased slightly from 268 
FTE in August 1990 to 309 FTE in February 1993. Actual staffing at the Central Library 
and branch libraries increased by 23%, while other personnel in administrative, support and 
technical services positions decreased by 7%. For the time periods of December 1990, and 
February 1993, budgeted staff totaled 320 to 323 FTE. Budgeted staff is generally more 
than actual staffbecause of unfilled positions. Based upon FY93-94 projections, it will cost 
the County approximately $4.1 million to staff the branches to operate a total of 432.5 hours 
per week . 

When we analyzed the staffing in more detail we found that the number of positions 
increased at Central and each of the branches, except at Albina and Sellwood, from 1990 to 
1993. The number of positions in other library services actually decreased. The Gresham 

Branch Library experienced the largest increase when it opened its new facility in 1990 . 

Circulation of materials increased at some branches 

The Library's automated checkout system allows tabulation of the number of items loaned 
to patrons from each branch and Central Library. In FY90-91, 5.16 million items were 
checked out by library patrons system-wide. (This does not include renewals.) In FY92-93, 

5.22 million items were checked out, an increase of 1.0% over the two year period . 

This increase, however, was not consistent across the library system. The number of items 

checked out dropped at Capitol Hill, Holgate, Midland, Rockwood, and Sellwood branches 
and at Central Library. The largest increase, 25%, was at Woodstock Branch Library . 
Gresham Branch Library experienced only a moderate increase from FY90-91 to FY92-93 
but from FY89-90 to FY90-91, after it moved to a new facility, it increased 48%. The 

declines at Midland and Rockwood may be due to the new Gresham facility . 
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Exhibit 4 shows the percent change over the past two years in the number of items checked 
out at County libraries. 

Exhibit4 

Percent change in 
number of items checked 
out, FY90-91 to FY92-93 

(Excludes renewals) 

•new facility in 1990 

Source: Library department circulation reports 
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Changes in other kinds of workload 

Workload data indicates that there has generally been an increase in clerical and page 
activities, while informational activities of the librarians and library assistants decreased: 
Recent innovations resulted in some of the increased workload for the clerical and page 
staff. 

The library's card catalog was automated in 1989, allowing patrons to request material from 
anywhere in the library system and have it transported to the most convenient location. 

This greatly increased the accessibility of the library collection, and also changed the 
workload. In F¥90-91 patrons checked out a total of 156,006 items after a "hold" was placed, 
compared to 293,303 items in F¥92-93, an increase of88%. Most of these materials (80%) 
were picked up at the branch libraries, increasing the clerical and page workload. Items 
placed on "hold" can be owned by the branch where the request is made, or by other 
branches. 

Library staff must now retrieve, checkout and send the material through the Library's 
delivery system to the location requested by the patron. Staff at the receiving branch also 
must unpack and checkin the material, an additional workload. The Library Department 

personnel affected by this increased patron access varies. We found that the retrieval of 

materials, packing and unpacking of delivery items, and the checking in and out of 
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materials was completed by Library pages, clerks, supervisors, or volunteers depending 
upon the work location. Every branch, including Central Library, assigns these tasks to 

different job classifications . 

Also in 1990, the Library Department initiated a second change in service. Library patrons 
were allowed to renew by telephone and a centralized telephone renewal line was created. 
The new telephone renewal line is staffed by 3.2 clerks. From FY90-91 to FY92-93, the 
number of renewals completed on the telephone renewal line went from approximately 
144,000 to 871,000. At branch libraries, renewals also increased substantially from 115,000 
to 376,000. This increased workload was absorbed by existing clerical staff .. 

Another workload shift has occurred which may be the result of reduced hours. The volume 
of reference transactions, where a patron has a specific informational need and requires 
assistance in obtaining it, decreased 2% system-wide from FY90-91 to FY92-93. Reference 
transactions at branch libraries decreased by 8%. This decrease was not consistent among 
branches. For example, Capital Hill branch library saw a decrease of 27%, while St. Johns 
saw a decrease of 60%. Library managers stated that some of this change may be the result 

of inconsistent methods of reporting . 

Several of the subject libraries at Central Library also had declines in reference demand, 
ranging from a 1% drop in the Art & Music Library to an 11% drop in the Literature & 
History Library. Most notable was the decline in questions at the Information Desk on the 
second floor, decreasing by 25% when an Information desk was added on the first floor . 

Current branch staffing is sufficient to open an extra day 

We analyzed whether each branch could provide additional hours of service each week with 
current staff resources. We determined the number of staff hours currently available and 
the number of staff that would be available per hour if the branch were to open additional 

hours. Opening additional hours represents an 25% increase in public access to branches, 
and would cost approximately $1.04 million if staffing were increased an equivalent amount. 

We concluded that with additional hours all branches could still have at least one 
informational and one clerical staff available per hour. Informational staff includes library 
assistant hours as well as the portion of time that youth librarians and management staff 
are available for informational duties. Eleven out of the thirteen branches would have over 
two clerical staff available per hour. The Albina and Sellwood branches would continue to 

have the lowest levels of informational staffing among the branches. Library Department 
managers state that they are currently reviewing staffing at the Albina and Sellwood 
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branches. Exhibit 5 shows current hourly staffing and estimated hourly staffing if the 
branches were open extra hours. Staffing is calculated by dividing the number of hours open 

by the number of staff hours available. 

Exhibits: Current 4-day schedule Opening extra hours 
Informational Clerical Staff Informational Clerical Staff f-

Comparison of 
Branch Staff Per Hour Per Hour Staff Per Hour Per Hour 

branch staffing Albina 1.28 1.87 1.05 1.53 

levels with current Belmont 1.63 3.70 1.28 2.78 

and expanded 
Capitol Hills 1.56 3.70 1.22 2.78 
Gregory Heights 1.67 3.78 1.31 2.83 

hours Gresham 2.60 4.62 1.47 2.89 
Hillsdale 1.75 3.56 1.47 2.89 
Holgate 1.73 3.64 1.38 2.78 
Hollywood 1.97 4.38 1.64 3.56 
Midland 2.44 4.40 2.02 3.57 
North Portland 2.11 3.67 1.76 2.98 
Rockwood 1.56 3.89 1.22 2.92 
Sellwood 1.28 1.87 1.05 1.53 

Source: Auditor's Office 
St. Johns 1.56 3.70 1.22 2.78 

Analysis Woodstock 1.44 3.70 1.13 2.78 

Clerical staff can handle the workload of an additional day 

While it appears that there is adequate staff to extend hours, the Library must also have 
sufficient staff available each hour to manage the workload. We analyzed branch workload 

to determine whether the library could optimize use of current staff and manage any 

additional workload that could occur with increased public access. We believe that there are 

sufficient resources in each of the branches to handle the workload. Further, there may be 

opportunities to better allocate staff to match the different workloads among the branches. 

Better utilization of staff would allow the branches to absorb any increased workload 

resulting from additional open hours. 

Factors that can improve branch staff performance 

When we reviewed staffing and workload data. among the branches we found that the 
Woodstock branch is near the norm in workload and square footage, but appeared to be 

more productive with its staff than the other branches. In addition, this branch had 

previously been accepted as representative in a 1986 study when it was used to analyze 

workload and reallocate staff. We observed operations at Woodstock and conducted staff 

interviews. We found that the branch had a front area design and staffing plan which 
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allowed considerable flexibility in meeting fluctuations in the workload. Staff had also 
implemented a number of strategies to increase their efficiency . 

Woodstock assigns primary responsibility to one clerk for both checkin and checkout duties . 
A second clerk is assigned as back-up to the primary clerk and is summoned only when the 
line of waiting patrons becomes too long. Most of the other branches assign two clerks to 
the front desk. At the Woodstock Branch there is frequently only one clerk at the front desk 
while the back-up clerk retrieves patron-requested books or performs other off-desk duties . 
When the back-up clerk is summoned for assistance, the line of patrons can usually be 
reduced in a few minutes and the clerk can then resume the off-desk duties . 

In addition, the layout of the Woodstock branch front desk allows the back-up clerk to work 
without interruptions from patrons, but to assist with checkout when the line becomes too 
long. Two steps taken at Woodstock free the primary clerk to focus on checking materials 
in and out: the information desk is placed at a prominent location to draw patrons with 
questions, and every attempt is made by all staff to relieve the front desk of telephone 
responsibilities . 

Capacity in other branches to handle more work 

When we analyzed hourly transactions at the branches we found significant fluctuations by 
hour of the day. At the Woodstock branch desk we observed that, on an average, the 
primary clerk could handle a maximum of 286 items per hour. When we compared this 
measure to the work performed at other branches we found blocks of time when one clerk 
at the desk would be sufficient, rather than the two which are specifically assigned . 

All the branches, except Albina and Sellwood, assign at least two clerks to the front desk, 
using a total of 860 clerical hours each week. If the other branches were able to operate at 
the levels achieved by the Woodstock branch, only 735 clerical hours would be required, 
freeing 127 hours a week of clerical time, or the equivalent of 3 clerks, to perform other 
duties. At the Gresham Branch two back-up clerks may be necessary because of the higher 
volume of workload which occurs there . 

We also considered the impact of additional hours on services other than the checkin and 
check out function. These services can be just as critical to library operations. Also, to 
reduce the risk of on-the-job injuries from activities that require repetitive movements, 
clerical staff need some time away from the front desk where these types of injuries are 
more likely to occur . 
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Currently, 52% of total clerk hours are assigned to desk responsibilities. We estimate that 
opening an additional day in each branch library, excluding Central Library, would increase 
desk time to 64% of a clerk's day. However, there would still be periods of low demand to 
also perform off-desk activities. 

Current informational staff can handle the workload of an additional day 

Services provided at libraries are not just the checking in and out of materials. Patrons also 
need assistance in finding materials and answering specific informational questions. At 
branch libraries, the library assistant position and a percentage of the management and 
youth librarian's hours are dedicated to this type of assistance. Most of the branches always 
have one of these informational staff scheduled to assist patrons. The Gresham and 
Midland branches, because of their size, often have more than one informational staff 
person assigned, while the Sellwood and Albina branches occasionally operate without 
informational staff. 

The quantity of patron questions varies by hour and among the branches and Central 
Library. The average number of informational questions per hour in FY92-93 at branch 
libraries was 11, ranging from 5 per hour at Sellwood to 24 at Gresham. The hourly average 
number of questions at Central Library per subject area was 16, r'anging from 9 questions 
per hour at the Documents and Children's sections to 34 in the Periodical Library. 

Library Department managers stated that a minimum of one informational staff person 
should be available to respond to patron requests. When we analyzed the availability of 
informational staff at each branch we made adjustments for other responsibilities such as 
supervision, community outreach, book selection, and children's programs. Applying the 
standard of one informational staff per hour, except for Midland and Gresham branches, 
which staff two information desks hourly, we found that, on the average, branches have an 
additional 19 hours of informational staffing available per week. Although the excess 
informational staffing is not spread evenly among the branches, ranging from 4 additional 
hours at Albina branch to 41 at North Portland branch, increasing open hours appears 

feasible, particularly if staff can be reallocated. 

Although the hourly number of questions is higher at Central Library, the number of 
questions per FTE is slightly higher at the branches. Informational staff at branches 
answered 13,700 questions per FI'E in FY92-93 while Central Library staff answered 12,100 
questions per FTE. While the skills required to answer questions at Central Library may 

be more specific, the volume is representative of the workload. 
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Allocation of staff among library system could be improved 

We reviewed the allocation of clerical staff among the branches. The current allocation of 
staff is based on the number of hours each branch is open. While branches with similar 
hours may have had similar workloads in the past, the data no longer supports this 
assumption. For example; both North Portland and Hillsdale branch libraries are open 36.5 
hours weekly and both are allocated 3.25 clerical FTE. However, twice as many items are 
checked out per hour at Hillsdale than at North Portland . 

This uneven allocation of staff resources has a cost. At the Hillsdale branch personnel cost 
per item checked out is $1.06, compared to North Portland which costs $2.45 per item. A 
staffing allocation system that is related to the workload would allow the library to reduce 
costs at certain branches and use staff more efficiently at all branches . 

When we applied the performance levels achieved by the Woodstock branch to the workload 
of the other branches we found that clerical hours at the front desk could be reduced in 10 
of the 14 branches. North Portland could almost reduce its clerical staff by one full-time 
position, representing almost one-third of its current clerical staffing. In other branches the 
clerical hours could be reduced or used to absorb any increased workload resulting from 
additional hours of operation . 

There may also be opportunities to better allocate clerical staff between the Central Library 
and the branches. Because of the different types of clerical functions at the Central Library, 
comparing costs to branches is difficult. However, it appears that at some branches clerical 
personnel are handling a higher number of items than staff at the Central Library. Based 
upon FY92-93 data, the maximum number of items handled on the average at the checkout 
counters at Central Library was 236. Branch clerical personnel, however, handled as high 
as 374 items per hour on the average. Branch clerical personnel are also responsible for 
telephones and patron queries, which compounds the difference . 

The branch page position should be directly linked to the workload. Library pages do not 
directly serve the public and are not generally responsible for activities that must be 
performed during open hours. However, we found that allocation of pages is generally 
related to the number of open hours at each branch. As a result, the number of items 
checked out per page varies significantly across branches. Belmont and Woodstock branches 
circulate over 100 items for each hour of page staffing, while Albina, Sellwood, and 
Rockwood branches handle from 60 to 70 items . 
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There may also be opportunities to allocate informational staff at the Central Library to 
better match the workload. A library study in 1992 determined that librarians in the 
Science & Business and Humanities divisions spend about 3.5 to 4 hours each day providing 
information to patrons. The library, however, has not developed position descriptions that 
indicate what the allocation of time should be to particular activities. 

Informational staff allocation is not proportionate to the quantity of questions received. 
Informational staff at the Children's section are 13.8% of total FTE but the questions 
received in FY92-93 represented only 6.7% oftotal. The Art & Music section received 8.5% 
of the total questions but were allocated 13.1% of the total staffing. The Periodicals section 
staffing is imbalanced in the opposite direction. That subject area is allocated 15.9% of FTE 
but had 26.2% of the workload in FY92-93. 

The Library Department managers state that the lack of agreement in the informational 
workload and informational staffing is due to additional duties assigned to some sections. 
They also state that it often requires less effort to answer questions in some sections, such 
as Periodicals. 

Opportunities to better manage the workload 
During the course of this audit the Library Department initiated the Smart Check program 
which will speed checkout procedures and increase staff productivity. Managers are also 
investigating modifications to their telephone systems to reduce workload on branch clerks. 

In addition, we identified other methods of managing and organizing library activities to 

meet a growing workload. 

Work activities can be simplified and better organized 

Checking in and checking out materials requires several physical movements on the part 
of clerical staff. While we conducted this audit, clerks were required to open books, lift the 
book to scan the barcode, stamp the due date, and close the book. The checkin process 
required all of the same movements except the date was crossed off rather than stamped. 

Without a decrease in service quality, the quantity of movements can be reduced by some 

simple adjustments. Barcodes could be placed on the outside of materials and date 
stamping eliminated. Other library systems are successfully using patron self checkout 
procedures. In December 1993, the library began to place barcodes on the outside of all 

newly purchased materials. Date stamping will be eliminated with implementation of 

Smart Check, patron noted due dates, on March 1, 1994. 
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The layout of some branch front desks also hinders materials handling. Branch security 
systems and facility size seemed to limit work flow improvements, but there is still a 
considerable amount of flexibility available. In the branches which separate checkin and 
checkout functions, productivity was reduced when the checkin clerk assisted with 
checkouts. The location of the security system required that the checkin clerk leave the 
work station, get each patron's materials, and return to the work station to complete 
ccheckoutout. This lack of efficient design resulted in additional workload and time in 
completing tasks. A survey of the current array of work space designs at the branches 
would allow the library to determine the best location of workstations and security devices . 

The disruption to branch work flow caused by patron calls can be easily reduced or 
alleviated. At some of the branches, informational and other clerical staff answered calls 
when checkout staff was busy. At other branches, informational staff did not assist clerks . 
We observed that many of the answered calls required informational staff assistance. As 

a result, the clerk would have to call informational staff to the phone or, on some occasions, 
would leave the front desk in search of staff to answer the call . 

There are other options that can be pursued. At the Gresham Branch, which has a 
telephone at the information desk, staff at that desk answer over 80% of the incoming calls . 
At Woodstock and Hollywood branches, staff alleviate from 20% to 40% of calls at the front 
desk by answering the telephone in the back workroom. Library Department managers 
state that they are currently investigating an automated attendant system which they 
estimate will reroute about 60% of the calls . 

Need to encourage patron independence 

Library Department personnel pride themselves on their patron-oriented attitudes, and we 
observed many instances of helpful and courteous behavior to the public. However, signage 
in libraries is also a well recognized method of guiding the public to their individual 
interests, and can be accomplished at a lower cost than paying for staff time . 

Good signage allows patrons to find their way in a complex environment. It should present 
information in a consistent manner to avoid confusion, and should include directions, 
identification of key library areas, and informative instructions on how to access library 
materials. The Central Library and the branches have not adequately utilized signage and 
other design cues that allow patrons to access the facilities to the maximum extent possible 
without staff assistance . 
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For example, we toured the Central Library to determine the effectiveness of current 
signage. We found that patrons entering the foyer and lobby areas cannot see a directory 
of the library, signage to guide the patron to an area of interest, or brochures that provide 
an overview of the library collection and how to access it. Library maps and directories can 
only be found in a corner of the main lobby area next to the elevator. A brochure with maps 
and locations of materials could only be found on the third floor. 

For patrons who are unfamiliar with the library, the only means of orienting themselves is 
to ask for assistance at the information desk in the lobby. As a result, about 70% of the 
questions answered at this desk are directional. Elimination of the desk and introduction 
of adequate signage could save approximately $110,000 annually. Since creation of the lobby 
information desk, the number of questions received at the second floor Information Desk 
have dropped 20%. Library managers stated that they have reduced staffing at the second 
floor Information Desk. The second floor Information Desk could resume answering the 
other patron questions. 

Some of the current signage in the library is ineffective because of confusing terminology. 
For example, in the Periodical section at Central Library there are no cues on how to locate 
magazines. A card catalog which lists the library's holdings is not identified. A large sign 
on columns in front of magazine shelving states, "Reference Periodicals." Patrons may be 
confused by the unfamiliar terminology and the lack of arrows to indicate the location of the 
area. Once in the shelves, there is no signage to assist the patron in finding earlier 
magazine issues. 

Accessing the periodical collection is very difficult without repeated assistance from library 

staff. In fact, more than 25% of all library questions in FY92-93 were received in this 
department. If effective signage could achieve a 20% reduction in questions, at least one 
position could be shifted to another part of the library system or eliminated, resulting in a 
savings of approximately $40,000 annually. 

Branch libraries could also improve signage. In some branches, lack of signage, the 
arrangement of the front desk and the information desk, and unclear terminology 
discourages or misdirects patrons seeking information. We saw some information desks 
with visible signage, however, they were labeled "reference" which may not be a meaningful 
term to some patrons. Other desks were labeled "?" or "Information," but were not centrally 
located or easy to find. Lacking a clear cue of where to direct questions, patrons would 
approach the front desk with questions, resulting in additional workload for the clerical 
staff. 
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Maximize use of centralized library services 

The Library Department centralized several activities which provide better service at lower 
costs, but it could better utilize their potential. The telephone Reference Line has been in 
existence for 20 years and answers 146,000 questions annually. Of the calls received, 90% 
can be answered by library assistants at the Reference Line and the other 10% are referred 
to informational staff in the subject areas at the Central Library . 

Other Library programs and staff also provide telephone reference services, and there may 
be opportunities to centralize more of these activities. In addition to the Reference Line, we 
found that staff at branches and the Central Library also directly receive and answer patron 
telephone requests for information . 

The need to answer the more complex reference questions at branch libraries resulted in 
creation ofthe Branch Reference service, which assists branch informational staff who are 
unable to answer patron questions. When branch library personnel cannot answer a 
patron's question, they FAX the question to Branch Reference, located at Central Library . 
The librarian determines the answer and sends a FAX reply to the branch. Branch 
Reference is staffed with one librarian and one clerk FTE, and service costs about $100,000 
annually . 

There may be opportunities to consolidate informational services and improve access of 
branch patrons reducing the need for informational staff at branch libraries. Branch staff 
could answer only the easier and more common questions, while more complex questions 
could be referred to a centralized service. This could allow patron access to the full Central 
Library resources and produce cost savings at branches by assigning informational staff only 
during high demand hours. When information staff is not available at the branches, patrons 
could be directed to access the Reference Line service . 

Stack Services is also a centralized service in the Central Library which could be better 
utilized. Stack Services personnel retrieve items from the closed stacks for patrons, put 
returned items in classification order on book carts for shelving, and reshelve materials . 
However, Stack Services only operates in the closed stacks and in three of the seven subject 
areas, Business & Science, Literature & History, and Government Documents, at the 
Central Library. For three of the other subject areas, Art & Music, Periodicals and Popular 
Library, pages are directly assigned and complete tasks only for that particular section. For 
the Children's Library, Stack Services staff put items in order, but Children's Library staff 
reshelve them. Less fragmented shelving activities could allow for more effective 
adjustment of staff as workload changes . 
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Consolidated shelving activities could also increase the productivity of staff assigned to the 
Reference Line. When a patron requests a particular item that can be checked out, the 
Reference Line staff determine its availability, retrieve the item, if it is located on the 
second floor, while the patron remains on the telephone, and take it to the first floor for 
patron pick-up. For materials shelved in the stacks, or on the first or third floors, pages 
retrieve the item and deliver it to the first floor for patron pick-up. Assigning Stack Services 
responsibility for retrieval and delivery of all requested materials could result in a greater 
capacity for the Reference Line to provide service. Library managers state that calling the 
patron back about a requested item is less efficient. Reference Line staff also wait until 
several books have stacked up before they are taken to the first floor. 

The Library Department created a centralized telephone line which handled a substantial 
increase in telephone renewals from 144,100 in FY90-91 to 871,000 in FY92-93. Intended 
to serve all County patrons, this centralized service has never been fully utilized. Patrons 
continue to telephone their branches to renew items. As a result, branch libraries also 
experienced a substantial increase in this workload from 115,000 telephone renewals in 
FY90-91 to 376,000 in FY92-93. Some of this increase may be caused by renewals at the 
branch when the patron renews without the item physically in hand. However, new branch 
staffing was not allocated to handle the increased telephone workload. If patrons were 
encouraged to better utilize this service, either through increased publicity or an automated 
attendant telephone system, branch clerical workload would be reduced. Library managers 
are currently investigating the use of an automated attendant telephone system. 

Increase use of volunteer services 

The Library Department's volunteer program very successfully provided complete staffing 

for the Title Wave Bookstore which had a gross income of $109,000 in FY92-93. However, 

the volunteer program is not fully utilized in other parts of the Library Department. 
Implementation of volunteer services lacks the coordination and the organization in the 
branches and Central Library that succeeded in the Bookstore. 

While volunteer recruitment is centralized in the library, all other elements of the program 
are fragmented. Library managers are allowed discretion in determining how many 
volunteers will be used and for what types of positions. The volunteer coordinator for the 
Library does not have standard position descriptions and relies on the needs identified by 

the managers. As a result, volunteers are found in the library system performing a wide 
range Of services. Some branches have volunteers checking in returned items at very 

critical times. Other branches will not use volunteers for checkin because they feel the work 
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is too complex for volunteers to master or that the union would object. Volunteers instead 
are used to provide services that are peripheral to library functions . 

We contacted County Labor Relations and reviewed the current collective bargaining 
agreement to determine whether the Library was prevented from more fully utilizing the 
work of volunteers. The current County agreement allows the use of volunteers unless 
County employees are adversely affected, such as layoffs. As long as volunteer activities do 
not result in library personnel layoffs, the Library Department could increase the use of 
volunteer efforts . 

During our survey of other libraries we found examples of more structured approaches to 
volunteer management. A volunteer coordinator at the Austin Library stated that position 
descriptions are the key to a good volunteer program. Clear job descriptions help to market 
the program and recruit volunteers, successfully match volunteers with positions, and add 
to the clarity of expectations between the library and its volunteers. The Austin Library 
made the page position one that is routinely filled by volunteers. It also successfully linked 
the library to the corrections system and has a very strong program for persons completing 
community service as part of their judicial sentence. The coordinator stated that community 
service volunteers were committed to completing volunteer hours by a certain time period . 
which assisted library managers in scheduling. Library Department managers stated that 
they also use community service volunteers . 

Ensure uniform fine collection practices 

While the library has a policy regarding fine and fee collection, it has not been implemented 

uniformly. The computerized system calculates fines as part of the checkin process. Some 
personnel utilize a different checkin procedure to by-pass the fine assessment. Several 
times we observed clerks mentally calculate the fine total and deposit the patron's fine in 
the cash box without recording the transaction on the computer. Other times the transaction 
was bypassed to "forgive" the fine, once when the patron didn't even request it. Consistent 
use of this policy will increase accuracy, uniformity in patron treatment, cash accountability, 
and revenues . 

Improve reliability of management information 

Good management requires reliable information for tracking and analysis of operations . 
During the course ofthis audit we found three areas in which the library could improve the 
use and reliability of management information. The library's current manual collection 
method of statistics allows routine error. Some performance indicators reported from the 

automated system are not understood, either by the library's automated system staff or the 
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software company. Finally, the library could use data that is routinely prepared to better 

monitor activities and improve management. 

Currently, branch front desks maintain a daily tally of the number of questions and 
telephone calls received. Methods for collecting and compiling statistics varies. Some desks 
use a mechanical device for counting and record only a daily total. Other desks manually 
place tally marks on a calendar by the hour and sum the count at the end of the day. Some 
desks or libraries maintain a computerized record, while others keep a written record. Each 
of these methods require different amounts of time to complete. Collecting the minimal 
amount of data necessary, in the most efficient and uniform manner across branches would 
result in time savings and increased staffproductivity. 

We obtained original copies of the data collection forms and reviewed the collection and 
analysis methods. As the raw data was entered into computer software for analysis, errors 
in addition and the totaling of tally marks by library staff were regularly noted. While the 
errors for the most part had minimal effect, there were some that created fairly substantial 
differences. 

During another part of our analysis, there was a wide discrepancy noted between reports 
generated by the administration and the reports submitted to the Central Library Director. 
After checking with the administration staff, it was determined that all departments were 
not consistently submitting reports to the administrative office. Library procedures have 
been changed to ensure timely submission of reports and to improve the accuracy of 
information. 

As we developed workload measures for the library, we were unable to determine the source 
of one of the critical indicators needed; the routing of items between libraries to fulfill 
"holds" placed by patrons. This indicator would have documented a major change in the 
library workload, the number of items retrieved and routed among branches and Central 
Library as a result of patron requests. Both library personnel and the software vendor were 
unable to determine exactly what transactions were counted to generate a standard report 
on "Intra-Library Loans" or explain why there was a wide discrepancy between the number 
of items reported checked out and belonging to another branch and the number of holds 

placed. Through our analysis, we were also able to determine that one transaction that the 
vendor and library staff thought was not being counted was, in actuality, part of the 
numbers being reported. 
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Although some questions of accuracy need to be resolved, the library still routinely gathers 
statistics that can be very useful for operational analysis. One good example is the "Branch 
Analysis Spreadsheet" prepared by the administrative office. Although this information was 
gathered and reported, it could be better used to analyze branch operations. Increased use 
of information currently gathered could allow library managers to monitor and make 
adjustments for discrepancies between staffing and workload . 
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RECOMMENDATIONS 

As noted in the audit report, the Library Department has already addressed, or initiated 
actions to address, many of the audit recommendations listed below. 

A. To increase public access to branch libraries, the Library Department should modify the 
schedules of personnel so that the branches can be opened an additional day each week. 

B. To better manage the workload and increase branch library staff productivity, the 
Library Department should: 

1. Investigate opportunities to balance the workload among clerical and other 
positions. Some possible areas to consider include: 

a. Assign telephone responsibilities to librarians or library assistants; 
b. Use automated telephone call screening to assist in directing patron calls 

to specialized services such as the Reference Line or the Renewal Line. 
2. Investigate opportunities to modify workstations and procedures for checking in 

and checking out materials. 

C. To encourage library patron independence, reduce staffworkload, and reduce costs, the 
Library Department should evaluate the Central Library and each branch for 
opportunities to improve signage, visual cues, and other methods for directing patrons 
to the information or service they need. Consider removing the information desk in the 
Central Library lobby. 

D. To reduce costs and better utilize Library Department centralized services, the Library 
Department should: 

24 

1. Consider assigning Reference Line staff the responsibility for responding to branch 
information requests and eliminate the Branch Reference service. 

2. Explore the use of the Reference Line by branch patrons instead of scheduling 
informational staff during periods of low patron use. 

3. Consider transferring first and third floor pages to Stack Services and assigning 
Stack Services the responsibility of retrieving materials requested by patrons 
through the Reference Line. 
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E. To reduce the cost of Library Department services, increase citizen involvement in 
library activities, and effectively use volunteers, the Library Department should: 
1. Encourage managers to explore new opportunities to use volunteers . 
2. Develop position descriptions for volunteer activities that assist library personnel. 

F. To improve the accuracy of fine collections, increase accountability, and increase 

revenues, the Library Department should ensure that staff appropriately use the 

computerized system to record all fine transactions . 

G. To ensure the best match between staffing and workload, the Library Department 

should: 

1. Develop consistent data collection and reporting methods for the various library 

programs and branches . 

2. Investigate discrepancies in statistics reported by the purchased software program . 

3. Use gathered information to regularly review patterns or trends in workload, and 

the match of staffing to workload . 

Library Department\March 1994 25 



26 Library Department\March 1994 

• • • • ·• • • • • • • • • • • • • • • • • • • • • • • • • • el 
• • • • • • • • • • • • • • • • • • • • • • • • 



• • • • •• • • • • • • • • • • • • • • • • •• :e 

1: 
• • • • • • • • • • • • • • • • • • • • • • • • • • • • • • 

RESPONSES TO THE AUDIT 
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Beverly Stein, Multnomah County Chair 

Room 1410, Portland Building 
1120 S.W. Fifth Avenue 
P.O. Box 14700 
Portland, Oregon 97204 
(503) 248-3308 

February 25, 1994 

Gary Blackmer 
Multnomah County Auditor 
1021 SW 4th, Room 136 
Portland, Oregon 97204 

Dear Gary, 

I would like to thank you and your staff for your excellent work ?n 
the program audit of the Library Department. I'm once aga1n 
reminded of the value of having an outside look at our operations. 

I agree with you that library hours are a key issue with many 
citizens and I am very pleased that through the joint efforts of 
your office and the library we have developed a plan to expand 
services without additional cost. The Library Director believes 
that the risk of restoring hours without additional staffing is a 
reasonable one. I applaud her for her willingness to take that 
risk. 

The temporary move of the Central Library during construction, the 
efforts of the Long Range Planning Committee, and the 
implementation of our quality initiative at the county (The RESULTS 
campaign) will provide us with excellent opportunities to evaluate 
and use your recommendations. 

During the budget process this spring, I will examine and make 
recommendations concerning branch information referral services. 

I will ask the Library Planning Committee, chaired by Paul Bragdon, 
to make recommendations on branch configuration, use of appropriate 
technology for information systems, and basic and enhanced library 
services. 

The Library Director is reviewing information services at the 
Central Library and how the remodeled library can best accommodate 
information needs. She is also reviewing signage throughout .the 
system, centralization of stack services, staffing at branches 
libraries, and current automation opportunities. 

Expansion of the library's .already extensive volunteer program will 
be furthered by your recommendations. 
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Thank you again for a quality product that will help stimulate 
discussions of library issues for months to come . 
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February 24, 1994 

Gary Blackmer, Auditor 
Multnomah County Auditor's Office 
1021 SW 4th Room 136 
Portland, OR 97204 

Dear Gary, 

Multnomah County Library is pleased to have this opportunity to respond to 
the audit of the Library Department recently completed by you and your staff. And 
we are especially pleased at the improvement in library service for residents of 
Multnomah County that will be a direct result of following the recommendations of 
the audit. The major improvement in service will result from the additional open 
hours at branch libraries. As of March 1, all branches will be open at least five days 
each week, and all will open earlier on Friday and Saturday. Library branches will 
be open a total of 110 additional hours each week. 

As this audit shows, there is a significant benefit to review of library 
operations by someone who approaches library issues without the library bias that 
can come with experience in operating libraries. The auditors had the time and 
opportunity to do an analysis of library operation that would be impossible for 
library staff to duplicate. This response to the audit discusses especially the items 
highlighted in the audit summary and recommendations. For information about 
action contemplated as a result of details in the body of the report, please contact 
library staff directly. 

Library staff responded to all of the questions and requests for information on 
the part of the auditors, and had the opportunity to discuss the direction of the audit 
at several points in the process. Your and your staff asked for our suggestions for 
areas to review, and I am pleased that these formed a good portion of what they 
chose to study. 

Library staff had been reviewing the possibility of opening additional hours 
for some time - almost since the time the hours had been reduced. Of particular 
concern to us was the problem of using effectively full-time, five-day-a-week 
employees in branches open only four days a week. Many branch staff are part-time, 
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but most of the supervisors, children's librarians, and some other staff are full-time . 
Opening the additional day will solve this problem, and extend much-needed service 
to our community . 

Library staff have been working for nearly a year on planning for Smart 
Check, a major change in the way books and other library materials are circulated to 
the public. This change, which will affect approximately 14 million transactions each 
year, will require the library user to note for themselves the date books are due back 
to the library. In addition, books will be processed and labeled differently, and 
handled differently by library staff when books are checked in and out. We had 
anticipated that in time this and other efficiencies would allow us to open additional 
hours. The primary recommendation of the audit led us to the decision to open 
those additional hours at the same time Smart Check is implemented - March 1. 

Early discussion of the audit report led to a survey of the reasons for phone 
calls to branch libraries. We found that about 35% of the calls were inquires about 
hours for that specific location. About 22% of the calls are with questions about 

. overdues, renewals, fines or questions about library cards. About 20% of the calls are 
for information, with this service more heavily requested by callers to Gresham 
Regional Library. As a result of this survey, and the recommendation of the audit, 
telephone automated answering systems will be installed at all branches. These 
automated systems will give the hours of that specific location and allow for direct 
transfer of those who call branches to centralized services like Renewal Line and 
Reference Line. This should reduce by more than half the number of calls that need 
to be answered by branch library staff . 

The audit recomme-nds that branch library staff refer library users' questions to 
Reference Line, instead of Branch Reference Service. Branch staff do call Reference 
Line when library users have questions that can be answered by this ready reference 
service. Adding telephone equipment that will allow direct access to Reference Line 
by those who call branches for information will further increase use of this 
centralized service. Questions referred by branch staff to Branch Reference Service 
are more complicated that those that can be answered by Reference Line. Branch 
Reference Service is designed to provide access to the resources of Central Library to 
users of branch libraries. While this has value, providing this service may not be as 
high a priority as other library services. It is likely that Branch Reference Service will 
not be included in the library's budget request . 

An information desk was located on the first floor of Central Library two years 
ago in order to give library users a logical and immediate place to ask for directions 
and help. Library users had complained about the complexity of the building, and 
library staff had observed that the directory previously located at the entrance did 
not provide what people needed. The first floor information desk has provided an 
opportunity for people to get information on how to use the library. Many of those 
who ask questions are new to Central Library. Cost of staffing this desk with library 
assistants is nearly equal to the reduction in cost for librarians because fewer 
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questions were asked at the second floor desk. In December, the Central Library will 
be relocated to a temporary location. The final plans for the renovation of Central 
Library may result in other solutions to this problem. 

The audit makes a number of other recommendations that are being 
implemented. We are reviewing the compilation and use of management 
information, and reviewing the procedures and training for collecting and recording 
fines. Signage at branches and at Central is being reviewed and can surely be 
improved. This continues a sign review project begun some time ago. New signs for 
the periodical department of Central Library have been installed since this audit 
report was begun, for example. 

Centralized supervision of page staff at Central is underway, as is page 
retrieval of books in response to questions to Reference Line. Both of these changes 
have been made easier by addition of capacity for electronic communication among 
Central Library staff. 

Volunteers are already an essential part of library operations. We use more 
volunteers than most libraries our size. The recommendations of the audit report, 
and the clarification in recent contracts vvith the bargaining unit, will help to increase 
the use of volunteers in all areas of the library. 

A number of other areas in the' audit report will result in continued study by 
library staff and have the potential to modify library operations further. Examples 
include clerical staffing patterns at branches, workload measurements in addition to 
reference questions at Central Library, and design and location of the circulation 
desks at branch libraries. ··The opportunities presented by the review by the County 
Auditor of the library will continue to bear results for library staff and for 
Multno].Tiah County residents. We are pleased to have had the opportunity to be 
audited! 

GC:rg 

c: \ wp51 \misc\audit 

Sincerely, 

~~~v~c,... 
'--7 Q~nnie Cooper 

Director of Libraries 

32 Library Department\March 1994 

• • ~. -· , .. 
• • • • • • • • • • • • • • • • • • • • • • • • • • • • • • • • • • • • • • • • • • • • • • • • • • 



.:r 

February 24, 1994 

TO: 

FROM: 

All Staff 

Beverly Stei 
' I 

SUBJECT: RESULTS Camp 

Please review the attac d documents. They explain the activities 
to date on the RESULTS ampaign. I request that you all become 
familiar with the principles of this effort. 

The three attached documents include a summary of the activities to 
date on . the RESULTS Campaign; a draft workplan for the next 18 
months; and a copy of the schedule for the training modules we have 
been conducting with. the Department/MSS Managers. Feel free to sit 
in on any of these modules. 

As you all know, the RESULTS Campaign is a major underpinning of 
the High Performance Government initiative .. It is a way to foster 
and encourage "My-Te-Fine Guvmint," and needs to be championed by 
all of us. 

Several other developments you should know about: 

1. On March 15, there ·will be a Board Briefing 
Campaign. Trainer Les Wallace will lead a 
"Redesigning Government" and its implications for 
encourage you to attend. 

on the RESULTS · 
discussion on 
the County. I 

2. I am proposing a training program for the RESULTS Campaign 
which includes the following: 

.,. a one-day conference for a large cross-section of managers ... 
and employees that will provide an orientation to the RESULTS 
Campaign, · breakout sessions to learn TQM tools, and 
announcement of a Grants Fund for innovative pilots. 

- a series of brown bag lunches· designed for me to talk with 
all mid-level managers andsupervisors about their role in an 
empowered workplace 

- a series of brown bag lunches for all general employees with 
an overview of the RESULTS Campaign and presentations by 

,_; 

qual1.ty experts 

- ongoing presentations by Melinda to department management 
teams 

- a monthly RESULTS Campaign newsletter 

If you would like more information, or want to help in promoting 
this Campaign, please see Melinda. 



SUMMARY OF MULTNOMAH COUNTY "RESULTS" CAMPAIGN 

When Beverly_ Stein took office as Multnomah County Chair in August 
1993, one of her first acts was to designate a small unit on her 
staff devoted to development of a "high performance government" and 
to making Multnomah County a national model of excellence. 

One of ·the keystones to improving performance has been the 
initiation of a quality improvement strategy. This effort is known 
as the "RESULTS Campaign," which stands for the County's 
commi ttment to "Reach Excellent Service Using Leadership and Team 
Strategies." 

The first phase of our strategy is to develop commitment throughout 
the organization with managers, employees and union 
representatives. We also are actively seeking the advice and 
experience of other employers and quality experts, so that we may 
learn from their successes -- and mistakes. 

\ 

We are in the early stages of our journey to increase confidence in 
government, and are seeking resources and assistance in order to 
strengthen this effort, including inquiry.into the possibility of 
foundation grants and in-kind services. 

We understand that the change we are initiating must go deeply into 
the organization and will require a fundamental change in culture. 
We expect this to be a three to five year process, and are planning 
accordingly. 

In related developments, Beverly is a Board member of the Alliance 
for Redesigning Government which was formed by David Osborne, co­
author of Reinventing Government (1992). Beverly has also recently 
been appointed by Secretary of Labor Robert Reich to the "Task 
Force on Excellence in State and Local Government through Labor .. 
Management Cooperation." Her lead staff person on the RESULTS 
Campaign, Melinda Petersen, has just been appointed . to the 
Partnerships for Quality Design Team on "Strategic Planning for 
Quality, Leadership and Organizational Change." This is a project 
to develop a TQM curriculum for Oregon's colleges, and is provided 
by the Oregon Advanced Technology Consortium through a grant funded 
by the Oregon.Economic Development Department. 

The County's largest union has positively responded to Beverly's 
request for a partnership in the quality initiative. They are on 
the RESULTS Campaign Steering Committee; they are open to 
exploration of quality efforts and empowered work teams; and they 
have invited the president of their national union, who serves on 
the Alliance for Redesigning Government Board with Beverly, to 
become irivol ved in our local effort. 

Within our limited resources, to date we have: 

1) committed to a long-term process, and are now in the first 
phase of linking our efforts to the education and business 



communities, and building internal commi ttmen t among our 
commissioners and managers; 

2) held briefings with all commissioners and department managers 
to begin discussion of quality customer service and to enlist 
their active support; 

3) appointed a small external advisory group of education and 
business leaders, all of whom are experienced in Total Quality 
Management and Empowered Work Teams. This group serves as our 
sounding board for planning and implementation; 

4) created the link between the budgeting process and the RESULTS 
campaign by implementing program budgeting with an emphasis on 
measureable key· results; 

5) in vi ted in a Business Leadership Director of a local community 
college to talk with the staff of the Chair's Office and all 
department managers about TQM and its implications for top 
management; 

6) contacted numerous private and public. sector employers who 
have undertaken a quality initiative, in order to develop a 
broad information base of resources and to learn from others; 

7) become members of the Oregon Quality Ini tia ti ve and the 
Association for Quality and Productivity. These contacts will 
help us expand our quality network, and will also help us to 
gain from the experience and knowledge of others; 

8) initiated discussions with our largest union, to bring them in 
as a partner at the earliest possible stage; 

9) visited groups of employees around the County, and were 
delighted to find a Total Quality Management program in our 
health department. We have taken steps to give visible and 
tangible support to this effort; 

10) identified an intern from a local university to support our 
RESULTS education and orientation of managers; 

11) designed and are implementing a six-month orienta.tion process 
for department and division managers; · · 

12) created the core of a· Steering Committee, which includes 
representation from labor, the Board, management, .. employees; 

13) recognized the need for and have initiated creation of a 
workplan, timeline and training program for the RESULTS 
Campaign. 

For additional information, please contact Melinda Petersen at 248-
3971 



PROPOSED ACTION PLAN AND TIMELINE FOR RESULTS CAMPAIGN 
***UPDATED AS OF February 23, 1994*** 

1993: AUGUST - DECEMBER 
OUTCOME: COMMITMENT TO AND INITIATION OF LONG-TERM CONTINUOUS QUALITY 

IMPROVEMENT EFFORT WITH A STRONG CUSTOMER FOCUS: THE "RESULTS 
CAMPAIGN" 

[KEY: uJ · COMPLETED or IN PROCESS] 

1. 

lii 2. 

~ 3. 

~ 4. 

[if 5. 

ut 6. 
Gt 7. 

Lit 8. 
Gt 9. 

~ 10. 
Gl 11. 

Ul 12. 

Train Chair's staff on "continuous quality improvement" concepts . 
with emphasis on customer service (by Director of Mt. Hood 
Community College's Business Leadership Development Program) 
Initiate discussion with commissioners, top managers, and union 
leadership about RESULTS Campaign 
Designate small external advisory group of business and education 
leaders. 
Talk with department/division managers re: their current quality 
improvement activities 
Visit groups of employees, hosted by Local 88, to discuss Chair's 
vision and empowered work teams 
Develop contacts with other quality improvement employers 
Join Oregon Quality Initiative and Association for Quality and 
Participation 
Create internship to support RESULTS effort 
Design six two-hour orientation modules for Department/MSS 
Managers during regular management meetings with Chair 
Support new pay for performance system for managers 
Initiate link between the RESULTS campaign, benchmarks and budget 
process 
Give visible support to Health Department's TQM pilot 

1994: JANUARY - JULY 
OUTCOME: UNDERSTANDING, COMMITMENT AND SUPPORT FOR THE "RESULTS CAMPAIGN" 

AMONG POLICY MAKERs AND STAKEHOLDERS · 

Assessment 
[!] · 1. Pilot assessment of organizational culture and readiness in. new 

Community and Family Services Division 

2. 

3. 

EXplore other pilots, e.g. Community Corrections, Library, etc. 

Begin inventory of current "Quality Improvement" activities of 
County 

Commitment 
~ 1. Complete Action Plan for . RESULTS Campaign with input from all 

stakeholders 

2. Provide "Redesigning Government" briefing to Commissioners 



3. 

4. 

Explore with Local 88 ways of cfrawing upon national and local 
AFSCME' s expertise and experiences with total quality management 
efforts 

Implement, with help of Intern, six-month training 
with department and support service managers, 
commitment, increase capacities and skills, and 
behavioral changes: 

curriculum 
to build 
reinforce 

a) ·Provide information on quality improvement concepts and customer 
focused outcomes 

b) Discuss the vision and purpose of the RESULTS Campaign and 
identify implications for leaders 

c) Bring in real-life examples and case studies to generate 
discussion and ideas 

d) Identify means of employee recognition 

e) Complete a pre- and post-assessment of the value of the six month 
training program 

5. 

6. 

7. 

8. 

9. 

Appoint core of new Results Steering Committee (to include 
representation of the Chair's Office, County Board, management, 

'o 

Local 88) 

Complete short- and long-term training plan for Board, top and 
mid-level managers, employees, in order to effectively cascade 
accountability for excellence in County services from the top and 
throughout the· organization 

Integrate RESULTS principles and objectives into new compensation 
and performance evaluation program for managers 

Refine action plan based upon guidance of Advisory Group, 
Steering Committee apd input from all stakeholders 

Help find resources for Health Department pilot 

[!] 10. Search for opportunities to reinforce behavioral changes 
throughout the organization 

I!J 11. Create bridge between high performance government and community 
involvement (Catalytic Leadership); new Community and Family 
Services Division may serve as model 

Integration with Budget, Planning 

1. Begin tying the RESULTS effort to Key Results in budget process, 
in particular identification of customers and methods of customer 
input · 



2. 

3. 

Require managers to submit training plans tied to Key Results 
areas in budget process, with attention to improvement of 
services 

Prepare training and commUnications proposal for FY94/95 

~994: JULY - DECEMBER 
OUTCOME: ·IMPLEMENTATION OF PILOT PROJECTS AND CRLRRRATION OF EARLY 

SUCCESSES 

Assessment 

0 

0 

~. 

2. 

Provide model assessment process to departments for their use 

Complete inventory of "Quality Improvement" activities in County 
and develop mechanism to capture information on ongoing basi~ 

Coiliiiii t:men t 

0 

0 

0 

0 

.0 

0 

0 

0 

~-

2. 

3. 

4. 

5. 

6. 

7. 

8. 

Hold RESULTS Campaign orientation session for department and 
division managers, union representatives, and key employees, to 
communicate the vision for excellence in public service and 
establish groundwork for "grants program" pilots 

Award grants to pilots that promise to be the most effective in 
improving critical public services 

Create RESULTS Campaign newsletter 

Hold series of brown bag lunches to reach broader group of County 
employees, hosted by the Library 

Chair to hold series of brown bag lunches with all managers and 
supervisors 

Design RESULTS Customer-Service Award Program 

Refine action plan on ongoing basis as needed 

Explore "Good Government" media campaign with Local 88 and others 

Integration, linking with other County programs and functions 

0 

0 

0 

~-

2. 

3. 

' . 

Develop employee incentives and :recognition 

Continue· to strengthen linkages between RESULTS Campaign and 
County benchmarks, program· budgeting, workforce diversity 
training, compensation systems, recognition·systems 

On an ongoing basis, assess costs and savings generated by the· 
RESULTS Campaign, short and long ter.m 



,-------------------------------------------

RESULTS CAMPAIGN: ORIENTATION FOR MANAGERS 

January 10 Goal: 

Presentation by: · 

February 14 Goal: 

Presentation by: 

March14 Goal: 

Presentation by: 

April11 Goal: 

Presentation by: 

May9 Goal: 

Presentation by: 

June 13 Goal: 

Presentation by: 

To gain a basic understanding of Results Campaign through 1) a 
presentation of how TQM applies to the public sector and 2) a discussion 
of the County's vision, why this should be done, and the strategic, 
operating, and behav~oral implications. 

Larry Wharton, Director of Business Leadership Development Program, 
Mt. Hood. Community College 

To recognize in-house achievements and discuss how TQM applies to 
Multnomah County's services. 

Bev Lauck, Health Department 
and a pratitioner from East Cpunty Clinic 

Workshop on "How to Drive Fear Out of the Organization!" To gain a 
better understanding of how to create and maintain . an environment that 
fosters creativity and openness to change. 

Jacqueline Babicky, President, The Babicky Consulting Group, Inc. 

To show how the overall culture of the County can be enhanced through 
comniitment to quality from the top, rewording of the mission statement, 
incorporating "customer" into all goals, etc. 

Either a business organization or another public organization that has 
launched a quality improvement program, such as Benton County. 

To gain a better understanding of the flexibility and adaptability of the 
TQ~ process and tools. 

A.J. Arriola, ·Portland State University, University Coordinator for 
Quality Initiatives, will show how she has adapted the TQM model to 
various work teams. 

To discuss the benefits of moving ahead with TQM in the County and 
determine the next steps to implementing the process. 

TBA; Quality expeit who will lead discussion of Department/Management 
Support Managers~ Steering Committee will also be invited. 


