
GENERAL FUND 
 
OVERVIEW:  The General Fund is a governmental fund used to account for all financial resources of the City, except 
those required to be accounted for in another fund.  Revenues to support the General Fund are derived from sources 
such as property taxes, sales tax, franchise fees, and service fees.  The General Fund is comprised of five functions: 
General Government, Public Safety, Public Works, Economic Development, and Cultural & Recreational. 
 
FUNCTIONAL AREAS: 

General Government:   General Government serves as the support function, assisting all City Departments  
in the conduct of their daily operations.  General Government is comprised of the Governing Body, 
Public Services Administration, City Manager’s Office, Risk Management (a division of City 
Manager’s Office), Human Resources, the Wellness Center, Finance, Tax, Legal, and Non-
Departmental. 

  
Public Safety:  Public  Safety  serves  as  the  safety  and  security  function, providing assistance to all City  

residents with life and property protection.  Public Safety is comprised of Police, Code Enforcement, 
Communications, Radio Shop, Fire Operations, Fire Prevention, Fire Training, and Emergency 
Management.  

  
 Public Works:   Public  Works  serves  as  the  infrastructure  function, providing basic services to both City  
  departments and residents of Concord.  Public Works is comprised of Streets & Traffic, Powell Bill,  
  Traffic Signals, Traffic Services, Solid Waste & Recycling, Cemeteries, and Fleet Services.  
 

Economic Development:   Economic  Development  serves  as  the  business and residential development,  
land-use planning, transportation planning, and development coordinator for the City of Concord.  
Economic Development is comprised of Planning and Neighborhood Development, Transportation 
Planning, and Economic Development. 

 
Cultural & Recreational:  Cultural  &  Recreational  provides  recreational  opportunities  to  the  citizens  of  

Concord through provision of recreational services, parks, and facilities.  Cultural & Recreational is 
comprised of Parks & Recreation and Parks & Recreation – Aquatics. 
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General Fund Revenues
Fund 100

2009-2010 2010-2011 2011-2012 2011-2012 2012-2013 2012-2013
Actual 

Revenues
Actual 

Revenues
Council 

Approved*
Actual 

Revenues**
Manager 

Recommended
Council 

Approved

Ad Valorem Taxes  $        44,897,593  $        44,131,597  $        41,054,884  $        42,303,476  $        42,056,015  $                        - 

Sales Taxes 12,567,428$         12,226,782$         11,795,503$         7,752,922$           13,469,634$         -$                         

Licenses 1,751,338$           1,647,409$           1,659,720$           1,692,079$           1,669,700$           -$                         
Unrestricted 
Intergovernmental Revenue 2,642,021$           3,670,222$           3,256,340$           1,278,129$           3,474,000$           -$                         
Restricted 
Intergovernmental Revenue 3,501,565$           3,251,864$           3,203,107$           3,134,719$           3,850,268$           -$                         

Investment Earnings 1,232,109$           824,344$              420,000$              238,737$              265,000$              -$                         
Fund Balance Appropriated -$                         -$                        3,973,913$          -$                        -$                         -$                        
Other General Revenue 5,620,803$           5,147,943$          3,326,313$          3,087,237$          2,678,669$           -$                        

TOTAL GENERAL 
FUND REVENUES

72,212,855$       70,900,160$       68,689,780$       59,487,299$       67,463,286$       -$                    

% budget change 4% -2% -2%
Fund Balance***   
      Beginning 52,507,102$        51,068,523$       53,028,928$       53,028,928$       53,028,928$        
      Ending 51,068,523$        53,028,928$       53,028,928$       53,028,928$       N/A

* as amended
** as of May 9, 2012   ***Ending Fund Balance for FY12 and Beginning Fund Balance for FY13 are estimates only.
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General Fund Expenditures

2009-2010 2010-2011 2011-2012 2011-2012 2012-2013 2012-2013
Actual 

Expenses
Actual 

Expenses
Council 

Approved*
Actual 

Expenses**
Manager 

Recommended
Council 

Approved
By Function
General Government 17,691,642$         11,162,655$         8,357,474$           4,819,419$        8,729,228$          -$                  

Public Safety 32,730,646$         34,454,849$         35,547,081$         27,923,746$      35,376,720$        -$                  

Public Works 14,668,581$         16,018,861$         15,068,725$         11,031,596$      13,507,741$        -$                  

Economic Development 2,828,690$           2,961,898$           5,156,009$           4,816,729$        4,544,654$          -$                  

Cultural & Recreational 5,731,872$           4,341,491$           4,560,490$           3,285,206$        5,304,943$          -$                  

TOTAL GENERAL 
FUND EXPENDITURES

73,651,430$       68,939,754$       68,689,780$       51,876,696$    67,463,286$      -$                 

% budget change 51% -6% -2%
* as amended

**as of May 9, 2012
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GENERAL GOVERNMENT 
 
OVERVIEW:  General Government serves as the support function, assisting all City departments in the conduct of their 
daily operations.  General Government is comprised of the Governing Body, Public Services Administration, the City 
Manager’s Office, Risk Management, Human Resources, the Wellness Center, Finance, Tax, Legal, and Non-
Departmental. 
 
BUDGET UNITS: 

Governing Body:  The  Governing  Body    consists  of  the   Mayor  and  seven  City  Council  members.  It is  
responsible for the City’s legislative governance and general policy setting.   Additional information 
regarding the Governing Body may be obtained by contacting Kim Deason, City Clerk, at (704) 920-
5205 or via email at deasonk@concordnc.gov. 

 
Public Services Administration:  The    Public    Services     Administration   Department   serves   as   the  

coordinating and planning body for the City’s eight municipal service departments.  Additional 
information regarding the Public Services Administration Department may be obtained by 
contacting James S. Greene, Deputy City Manager, at (704) 920-5206 or via email at 
greenej@concordnc.gov. 

 
City Manager’s Office:  The City Manager’s   Office serves  as the leadership,  coordination,  planning, and 

information dissemination body for implementing City Council goals, objectives, and policies.  
Additional information regarding the City Manager’s Office may be obtained by contacting Kim 
Deason, City Clerk, at (704) 920-5205 or via email at deasonk@concordnc.gov. 

  
 Risk Management:  The Risk Management division of the City Manager’s Office provides health and safety 
  training, administers worker’s compensation, ensures the City is in compliance  with the Americans 
  with Disabilities Act, and reviews the Property and  Casualty Insurance program.  Additional inform- 
                                ation  regarding  the  Risk  Management  division   may   be  obtained  by  contacting   Julie 

Waller, Worker’s  Compensation  and  Safety  Administrator,  at  (704) 920-5111  or via  email  at 
wallerj@concordnc.gov. 

 
Human Resources:  The   Human   Resources   Department  coordinates employment,   personnel actions,  

benefit plans,  wellness programs, and professional development of City employees.  Additional 
information regarding the Human Resources Department may be obtained by contacting Jeannine 
Sargent, Director of Human Resources, at (704) 920-5101 or via email at sargentj@concordnc.gov.  

 
Wellness Center:  The Wellness  Center is dedicated to improving the health and  wellness of coworkers by 

diagnosing and treating illnesses/injuries and providing opportunities for employees to learn the 
 skills necessary to optimize their health.  Additional information regarding the Wellness Center may  

be obtained by contacting Jeannine Sargent, Director of Human Resources, at (704) 920-5101 or via 
email at sargentj@concordnc.gov. 

 
Finance: The  Finance  Department  is  responsible   for  managing   all  of  the  fiscal affairs of  the City and  

supporting the financial related operations of other City departments.  Additional information 
regarding the Finance Department may be obtained by contacting Pam Hinson, Director of Finance, 
at (704) 920-5221 or via email at hinsonp@concordnc.gov.  

 
Tax:       The Tax Collection Division is responsible for the billing and  collection of all current and delinquent  

property taxes and privilege licenses.  Additional information regarding Tax Collection Division may 
be obtained by contacting Rita Ellison, Tax Collector, at (704) 920-5265 or via email at 
ellisonr@concordnc.gov.  

 
Legal:    The Legal Department provides legal services to all City departments, the Mayor, City Council, and  

all City Boards and Commissions.  It is responsible for reducing the City’s liabilities and damages 
through legal guidance and support.  The Legal Department assists with the resolution of cases 
involving the City, develops standard and specialized contracts, reviews contracts, assists with the 
development and revision of City ordinances, provides legal advice related to City business, and 
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trains staff on relevant legal requirements.  Additional information regarding the Legal Department 
may be obtained by contacting Albert M. Benshoff, City Attorney, at (704) 920-5114 or via email at 
benshoff@concordnc.gov.  
 

Non-Departmental:  Non-Departmental accounts   for  expenditures  which are unable or not required to  
be designated to a specific department.  Additional information regarding Non-Departmental 
expenditures may be obtained by contacting Pam Hinson, Director of Finance, at (704) 920-5221 or 
via email at hinsonp@concordnc.gov.  
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General Government Expenditures
2009-2010 2010-2011 2011-2012 2011-2012 2012-2013 2012-2013

Actual
Expenditures

Actual
Expenditures

Council
Approved*

Actual
Expenditures**

Manager
Recommended

Council
Approved

By Department (General Fund)
Governing Body 156,702$              158,777$             175,371$             144,376$          149,662$            -$                        
Public Services Administration 3,115,484$           360,325$             219,273$             126,745$          252,277$            -$                        
City Manager's Office 368,952$              307,655$             468,767$             314,594$          489,071$            -$                        
Risk Management 149,868$              68,003$               97,216$               102,758$          140,867$            -$                        
Human Resources 276,462$              282,037$             360,355$             196,604$          346,679$            -$                        
Wellness Center 50,518$                178,810$             210,996$             138,804$          304,880$            -$                        
Finance 466,861$              471,337$             537,182$             455,963$          471,609$            -$                        
Tax 402,938$              380,946$             400,945$             335,665$          396,543$            -$                        
Legal 221,805$              233,090$             232,068$             195,568$          243,809$            -$                        
Non-Departmental 12,482,052$         8,721,676$          5,655,301$          2,808,343$       5,933,831$         -$                        

Total Expenditures 17,691,642$       11,162,655$       8,357,474$         4,819,419$       8,729,228$       -$                        
% budget change 113% -37% 6%
* as amended
** as of May 9, 2012
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GOVERNING BODY 
 
MISSION:  The mission of the City of Concord is to 
partner with our community to deliver services, 
preserve, protect and enhance the quality of life of 
citizens, and plan for the future. The Governing Body 
is responsible for the City’s legislative governance and 
policy setting. 
 
PROGRAM LOCATOR::  
   Fund:  General Fund  
      Functional Area:  General Government 
         Department:  Governing Body 
            Division:   N/A 
 
BUDGET & PERFORMANCE HIGHLIGHTS: 

 
 
 
 
 
 
 
 
 
 
MAJOR SERVICE(S) PROVIDED: 
 Set policy for operation of government and 

establish goals and objectives guided by those 
policies. 

 Seek economic development through 
partnerships with other governments and private 
interests. 

 Set budget guidelines and adopt financial plan to 
provide all services and retain financial stability of 
the City. 

 
FY 2011-12 MAJOR ACCOMPLISHMENTS: 
 Expanded the number of recognized 

neighborhoods participating in the City-wide 
program to 50. 

 Completed 83 percent of stated Council goals for 
the year by December 31, 2011. 

FY 2012-13 MAJOR BUDGET CHANGES / NEW REQUESTS / 

FOCUS AREAS:  
 Fund City-services while responding to the 2011 

property revaluation. 
 Continue maintaining a healthy fund balance and 

capital reserves account while meeting necessary 
expenses on a pay-as-you-go basis. 

 
STEPS / PROGRAMS BEING UNDERTAKEN TO ENHANCE 

PERFORMANCE:   
    N/A 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

$0
$20,000
$40,000
$60,000
$80,000

$100,000
$120,000
$140,000
$160,000
$180,000

09-10 10-11 11-12 12-13
Rec.

Total Expenditures

51



PERFORMANCE GOALS: 

Major Service Area:  See “Mayor and Council Goals and Objectives” 

 
BUDGET SUMMARY:  
 
Cost Center #: 4110

2009-2010 2010-2011 2011-2012 2011-2012 2012-2013 2012-2013
Actual 

Expenditures
Actual 

Expenditures
Council

Approved*
Actual 

Expenditures**
Manager

Recommended
Council

Approved
Personnel Services 153,518$             157,407$           170,942$         146,483$            164,662$              -$                 
Operations 179,890$             180,417$           188,781$         166,348$            166,724$              -$                 
Capital Outlay -$                       -$                      17,795$           -$                       7,523$                 -$                 
Cost Allocations (176,706)$            (179,047)$          (202,147)$        (168,456)$           (189,247)$             -$                 

Total Expenditures 156,702$           158,777$         175,371$       144,376$          149,662$            -$                 
% budget change 1% 1% -8%
* as amended
**as of May 9, 2012  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

52



PUBLIC SERVICE ADMINISTRATION 
 
MISSION: The Public Services Administration 
Department exists to provide effective leadership, 
coordinate services and promote new initiatives for 
the infrastructure/development departments with the 
desire to support and achieve the goals of the Mayor, 
City Council, and the City Manager. 
 
PROGRAM LOCATOR::  
   Fund:  General Fund 
      Functional Area:  General Government 
         Department:  Public Service Administration 
            Division:  N/A  
 
BUDGET & PERFORMANCE HIGHLIGHTS: 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
MAJOR SERVICE(S) PROVIDED: 
 Support and direction for City utility, 

infrastructure, and development services 
departments. 

 
FY 2011-12 MAJOR ACCOMPLISHMENTS: 

 Completed Arc Flash study for Wastewater Dept. 
 Reduced energy use at the Brown Operations 

Center by approximately 13%. 
 Completed design of new equipment wash bay. 
 Jointly funded MPA intern with the City of 

Kannapolis. 
 Added security cameras. 
 Repaired and restriped about 25% of parking 

area at the Brown Operations Center. 

FY 2012-13 MAJOR BUDGET CHANGES / NEW REQUESTS / 

FOCUS AREAS:  
 Continue to fund energy efficiency projects. 
 Fund and complete Arc Flash study at Brown 

Operations Center. 
 Develop parking and equipment storage areas at 

the Brown Operations Center once the new wash 
bay is completed.  

 Continue to resurface Brown Operations Centers 
parking area as funding allows.  

 
STEPS / PROGRAMS BEING UNDERTAKEN TO ENHANCE 

PERFORMANCE:   
 Conduct team building exercises for department 

heads.  
 Pursue change outs of lights, thermostats and 

HVAC to reduce energy use. 
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PERFORMANCE GOALS: 

Major Service Area:  Support and Direction 

Goal:  To provide quality customer service to City departments, citizens, and the development community in 
a timely manner in order to expedite the delivery of infrastructure and planning services. 

Goal:  To manage and coordinate services and projects within the infrastructure/development departments 
in order to insure that departments operate in an efficient and effective manner. 

Goal:  To promote safety in the workplace for planning and infrastructure co-workers in order to maintain a 
safe working environment. 

  

PERFORMANCE SUMMARY: 
            
        Major                  Performance                      Measure          FY10        FY11       FY12        FY12        FY13       Benchmark 
      Service                    Indicator                            Type             Actual     Actual       Obj.       Mid-Year    Obj.           Target   
        Area                

Support & 
Direction 

% of performance 
objectives achieved by 

infrastructure/development 
departments 

Effectiveness 66% 75% 80% 75% 80% 100% 

Support & 
Direction 

# of departments ending 
fiscal year at or below 

budget without a budget 
amendment 

Effectiveness 11 11 10 N/A 10 11 

Support & 
Direction 

# of preventable accidents 
per 100 infrastructure/ 

development co-workers 
Effectiveness 5 5 4 4.5 4 0 

Support & 
Direction 

Reduction in KWH (as 
compared to year-end 

FY09) 
Efficiency 

New 
for 

FY11 

New 
for 

FY11 
6% 13% 6% 

12% by 
FY13 

 
BUDGET SUMMARY: 
 

Cost Center #: 4115
2009-2010 2010-2011 2011-2012 2011-2012 2012-2013 2012-2013

Actual 
Expenditures

Actual 
Expenditures

Council
Approved*

Actual 
Expenditures**

Manager
Recommended

Council
Approved

Personnel Services 222,234$            179,089$              172,836$            146,470$             175,828$              -$                      
Operations 242,699$            230,722$              318,738$            213,148$             297,685$              -$                      

Capital Outlay 36,370$              19,316$                75,000$              53,631$               177,000$              -$                      
Debt Service 514,009$            332,929$              332,190$            274,739$             331,232$              -$                      
Cost Allocation ($391,583) (401,731)$             (709,491)$           (591,243)$            (924,468)$             -$                      

Transfers -$                       -$                        30,000$              30,000$               195,000$              -$                      

1,108,816$        360,325$            219,273$          126,745$           252,277$            -$                      
% budget change 59% -68% -10% 19%

**as of May 9, 2012
FY10 Debt Service actual expenditures do not include a bond refunding of $2,491,755.
Authorized FTE 2.00 2.00 1.00 1.00 1.00  
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CITY MANAGER’S OFFICE 
 
MISSION:  The City Manager’s Office exists to ensure 
that City services are planned and delivered to all 
citizens in the most efficient, economical and effective 
manner and that our citizens are informed and aware 
of City government. 
 
PROGRAM LOCATOR::  
   Fund:  General Fund 
      Functional Area:  General Government 
         Department:  City Manager’s Office 
            Division:  N/A  
 
BUDGET & PERFORMANCE HIGHLIGHTS: 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
 
 
 
 
 
 
 
 
 
MAJOR SERVICE(S) PROVIDED: 
 Present reports and recommendations in 

assistance to the Mayor and City Council. 
 Manage the delivery of City services through 

coordination and direction of all City 
Departments. 

 Assure that all Statutes and Ordinances are 
followed in the public notice and conduct of City 
Council meetings. 

 Maintain complete and accurate records of the 
proceedings of City Council meetings. 

 Provide a comprehensive public affairs program 
in support of Council action and the activities of 
City departments, including outreach 
opportunities such as Concord 101, Civic 
Education, and Partnerships for Stronger 
Neighborhoods. 

 Coordinate the City’s Customer Service Initiative. 
 Coordinate City efforts in Sustainability. 

 
FY 2011-12 MAJOR ACCOMPLISHMENTS: 
 Supported City-wide customer service initiative. 
 Continued focus on basic service delivery and 

removing unnecessary expenses from budget. 
 Continued to use technology to improve services 

and communication. 
 Implemented City Council redistricting proposal. 

 
FY 2012-13 MAJOR BUDGET CHANGES / NEW REQUESTS / 

FOCUS AREAS:  
 Conduct surveys of internal and external 

customers with a focus on user-friendliness. 
 Refresh and reinforce the City’s Customer Service 

emphasis throughout the organization. 
 Transition the Partnerships for Stronger 

Neighborhoods Program into the City Manager’s 
Office to enhance the City’s public affairs efforts. 

 Research and implement programs/activities that 
would enhance the Neighborhood Program 

 Coordinate the City’s role in the 2012 Democratic 
National Convention in Charlotte September 3-6. 

 
STEPS / PROGRAMS BEING UNDERTAKEN TO ENHANCE 

PERFORMANCE:   
 Identified methods to focus on providing 

excellent external and internal customer service. 
 Continued with monthly staff and functional 

meetings to review progress with departmental 
goals and responsibilities. 

 Continued working with City departments to 
foster more environmentally-friendly and 
conservation-minded practices. 
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PERFORMANCE GOALS: 

Major Service Area:  Assistance to Mayor and City Council 

Goal:  To provide thorough information to Mayor and City Council in order to facilitate informed decision 
making concerning the City. 

Major Service Area:  Coordination of City Departments 

Goal:  To provide timely and accurate information to City departments for effective use of City resources. 

Major Service Area:  Customer Service 

Goal:  To provide promotions, leadership, and monitoring for the City’s initiative and commitment to 
provide excellent and continuously improving customer service. 

Major Service Area:  Public Affairs 

Goal: To provide quality, comprehensive, and timely information to the public on major events/issues and 
projects in Concord; develop community outreach opportunities; and foster clear communication and 
productive relationships between City government and citizens. 

Major Service Area:  Records 

Goal:   To provide timely compilation and dissemination of City Council meeting minutes in order to 
maintain action taken by the City Council. 

Major Service Area:  Statutes and Ordinances 

Goal:  To provide accurate information on the requirements for notification of public meetings to ensure all 
Statutes and Ordinances are followed. 

Major Service Area:  Sustainability 

Goal:  To provide education, leadership, and monitoring for the City’s internal efforts to make Concord a 
more sustainable community in the long term—addressing environmental, economic, and social elements of 
sustainability appropriate for the City to pursue. 

PERFORMANCE SUMMARY: 
           

       Major                         Performance                              Measure          FY10       FY11       FY12        FY12       FY13    Benchmark 
 Service  Area                     Indicator                                      Type             Actual     Actual      Obj.      Mid-Year    Obj.      Target   

Assistance to 
Mayor and 

Council 

% of Council Members rating overall 
satisfaction with Admin. as “very” or 

“somewhat” satisfied 
Effectiveness 100% NA 95% NA 95% 98% 

Coordination 
City Depts. 

% of City Departments rating overall 
satisfaction with Admin. as “very” or 

“somewhat” satisfied 
Effectiveness 97% NA 95% NA 95% 98% 

Coordination 
City Depts. 

# of calls reported by employees in 
“Eyes and Ears” program 

Workload 814 638 1,000 862 1,000 1,715 

Coordination 
City Depts. 

% of Council Goals accomplished Effectiveness 85% 96% 85% 83% 85% 100% 

 
Records 

% of draft regular meeting minutes 
ready for adoption by next month's 

Council meeting 
Effectiveness 100% 100% 100% 100% 100% 100% 

Public Affairs # of hits on the City’s website Workload 500,33
9 

565,997 550,000 281,552 600,000 550,000 

Public Affairs 
% of 3rd grade teachers rating overall 

satisfaction with Civic Education 
Program as “very” or “somewhat”  

Effectiveness 97% 100% 100% 100% 100% 95% 

Public Affairs 
% of Concord 101 participants rating 
overall satisfaction with program as 

“very” or “somewhat” satisfied 
Effectiveness 100% 100% 100% 100% 100% 98% 

Public Affairs 
% of customers ‘Very’ to ‘Somewhat’ 

satisfied with Neighborhood program 
Effectiveness 80% 80% 80% N/A 85% 90% 
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Coordination 
of City Depts. 

% of citizens rating overall satisfaction 
with City services as “very” or 

“somewhat” 
Effectiveness N/A 75% 80% NA 80% 96% 

 
BUDGET SUMMARY:  

 
Cost Center #: 4120

2009-2010 2010-2011 2011-2012 2011-2012 2012-2013 2012-2013

Actual 
Expenditures

Actual 
Expenditures

Council
Approved*

Actual 
Expenditures**

Manager
Recommended

Council
Approved

Personnel Services 559,182$             435,670$             560,473$            480,026$             629,493$              -$                      
Operations 179,014$             154,829$             252,468$            121,379$             231,149$              -$                      

Capital Outlay 5,467$                -$                        -$                      -$                        -$                        -$                      
Cost Allocations (374,711)$            (282,844)$            (344,174)$           (286,812)$            (371,571)$             -$                      

Total Expenditures 368,952$           307,655$           468,767$          314,594$            489,071$            -$                      
% budget change -9% -17% 7%

Total Revenues 7,000$               3,843$               4,500$              1,445$                1,500$                -$                      
Net Costs 361,952$           303,812$           464,267$          313,149$            487,571$            -$                      

* as amended
**as of May 9, 2012
Authorized FTE 6.00 6.00 5.00 5.00 6.00
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RISK MANAGEMENT 
 
MISSION:  Risk Management is committed to providing 
a comprehensive safety and risk management 
program that contributes to the safety and health of 
all co-workers as well as protecting the City’s physical 
and financial resources.  Risk Management’s goals are 
to identify, analyze, and reduce risks or exposures and 
make recommendations for appropriate levels of risk 
retention, risk transfer, and loss control measures.  
 
PROGRAM LOCATOR::  
   Fund:  General Fund 
      Functional Area:  General Government 
         Department:  City Manager’s Office 
            Division:  Risk Management 
 
BUDGET & PERFORMANCE HIGHLIGHTS: 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
 
 
MAJOR SERVICE(S) PROVIDED: 
 Administers Workers’ Compensation Program, 

including claims management as well as ensuring 
co-workers receive excellent medical care due 
on-the-job injuries and illnesses.  

 Oversees/reviews the City’s insurance coverage. 
 Conducts OSHA Safety and Health Training 

Programs for all co-workers annually. 
 Administers the City’s Substance Abuse Program 

for post-accident and random drug and alcohol 
testing to ensure regulatory compliance with 
various federal and state agencies.  

 ADA Coordinator.  Provides technical support to 
City departments, employees, and citizens 
regarding the Americans with Disabilities Act 
(ADA) by coordinating and implementing ADA 
training and responding to questions regarding 
ADA requirements.   

FY 2011-12 MAJOR ACCOMPLISHMENTS: 
 Implemented   a    tracking    system   for   vehicle 

 accidents,  including  implementing  subrogation 
procedures against other insurance companies in 
order    to    recover   costs   and   reduced   our  
average costs for vehicle damages. 

 Worked closely with Finance and City 
Departments to streamline the annual insurance 
renewal process.   

 Conducted an extensive review of City resources 
(property, equipment, vehicles, etc) and provided 
accurate data for the insurance underwriters 
including liability exposures, workers comp risk 
codes, and payroll estimates.   

 On 7/1/11, changed the City’s Workers’ 
Compensation Carrier to PMA, in order to 
improve medical providers and services for City 
co-workers and reduce costs for on-the-job 
injuries.  By selecting the most qualified carrier, 
physicians, specialists, and medical facilities; the 
City has already experienced savings.  

 Implemented a Citizen Claim Reporting Database 
which provides a claim “snapshot” departments 
can access 24/7 for claims status.  The Citizen 
Claim Form has been revised and protocols are in 
place to effectively communicate with our 
citizens, thus providing better customer service 
by streamlining the citizen claims process.  

 Restructured the Safety training program to offer 
both classroom and online training modules for 
annual OSHA mandated training.   

 
FY 2012-13 MAJOR BUDGET CHANGES / NEW REQUESTS / 

FOCUS AREAS:  
 Risk Management Software 
 Workers Compensation TPA Administration fee. 
 Random & post-accident drug/alcohol testing. 
 Purchase audiometric testing equipment . 
 City-wide safety training program. 
 Transferred a position from Engineering and 

reclassified it to provide additional support. 
 
STEPS / PROGRAMS BEING UNDERTAKEN TO ENHANCE 

PERFORMANCE:   
 Evaluate the City’s brokers, third party 

administrators, and insurance coverage to ensure 
services and coverage are sufficient at the lowest 
possible costs.  

 Implement an electronic online drug & alcohol 
testing records management system for post-
accident and random testing results to ensure 
timely reporting and regulatory compliance. 

 Policy Development; revise several policies; 
including Vehicle, Substance Abuse, and Workers’ 
Compensation.  

$-
$20,000 
$40,000 
$60,000 
$80,000 

$100,000 
$120,000 
$140,000 
$160,000 

09-10 10-11 11-12 12-13
Rec.

Total Expenditures

0
5

10
15
20
25
30
35
40

09-10 10-11 11-12 12-13

# of City Departments Receiving 
Department of Labor's Safety Award

Actual Objective

58



PERFORMANCE GOALS: 

Major Service Area: Contracts Review 

Goal:  To review City contracts with outside vendors to ensure insurance coverage requirements are met and 
verify certificates of insurance.   

Major Service Area: Risk Management & Insurance Coverage 

Goal: To review the City’s Insurance coverage, loss runs, accident analysis, and exposures in order to reduce 
hazards, risks, and operational costs.  Manage all property & liability claims for the City. 

Major Service Area: Safety & Training 

Goal: To be in compliance with OSHA regulations, provide OSHA Safety & Health training to co-workers to 
educate and equip co-workers to stay healthy, reduce injuries, and increase work safety on-the-job. 

Major Service Area: Substance Abuse Testing 

Goal: To administer the City's Substance Abuse Program for post-accident and random drug and alcohol 
testing, in compliance with various federal and state regulations. 

Major Service Area: Worker’s Compensation Program 

Goal: To ensure co-workers receive appropriate medical attention for on-the-job injuries, assist co-workers 
through the claims process, and explain their rights under the NC Workers’ Compensation Act.  Act as a 
resource to departments and monitor light duty assignments and return to work protocols.  

Major Service Area: Vehicle Accidents 

Goal:  To review all vehicle accidents with the City’s Accident Review Board, assessing preventability, taking 
corrective action, and addressing serious safety violations to determine how to prevent future accidents.   

 

PERFORMANCE SUMMARY: 
            
       Major                  Performance                        Measure          FY10        FY11       FY12       FY12        FY13       Benchmark 
      Service                  Indicator                               Type             Actual     Actual       Obj.     Mid-Year    Obj.           Target   
       Area  

 
BUDGET SUMMARY:  
 
 

Safety 
# of departments receiving 

Department of Labor 
Safety Award 

Effectiveness 24 30 36 30 30 30 

Worker’s 
Comp. 

# of days away from work 
or restricted work days for 

workers’ comp claims  
Workload 

New for 
FY12 

1,114 200 479 400 ≤ 500 

Worker’s 
Comp. 

# of recordable Worker’s 
Comp injuries 

Workload 
New for 

FY12 
87 25 33 40 ≤ 50 

Vehicle 
Accidents. 

# of vehicle accidents  Workload 
New for 

FY12 
77 30 52 50 < 55 

Cost Center #: 4121
2009-2010 2010-2011 2011-2012 2011-2012 2012-2013 2012-2013

Actual 
Expenditures

Actual 
Expenditures

Council
Approved*

Actual 
Expenditures**

Manager
Recommended

Council
Approved

Personnel Services 98,130$             105,325$             137,924$          138,180$             214,132$                 -$                     
Operations 45,882$             33,775$              48,010$           51,955$              116,656$                 -$                    
Capital Outlay -$                      -$                        16,134$            -$                        -$                            -$                     
Transfers 5,500$               -$                        -$                     -$                        -$                            -$                     
Cost Allocations 356$                  (71,097)$             (104,852)$         (87,377)$             (189,921)$               -$                     

Total Expenditures 149,868$         68,003$             97,216$          102,758$          140,867$              -$                     
% budget change N/A -55% 45%

* as amended
**as of May 9, 2012
Authorized FTE 2.00 2.00 2.00 3.00 3.00
The Risk Management division was separated from Human Resources in FY10 (November 2009).
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HUMAN RESOURCES 
 
MISSION:  The Human Resources Department is 
responsible for managing the strategic and 
operational workforce related activities of the City of 
Concord.  Their philosophy is to consistently provide 
all customers with professionalism, expertise and high 
quality customer service in the administration of HR 
policies and procedures. Major areas include: 
classification/compensation, benefits administration, 
employee training and development, employee 
relations, position management, performance 
management, recruitment and selection, occupational 
health, wellness and cost management of delivery of 
services. 
 
PROGRAM LOCATOR::  
   Fund:   General Fund 
      Functional Area:  General Government 
         Department:  Human Resources 
            Division:    N/A 
 
BUDGET & PERFORMANCE HIGHLIGHTS: 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
MAJOR SERVICE(S) PROVIDED: 

 Employee Retention 
 Recruitment and Selection 
 Employee Relations 
 Cost Management 

 
 
 

FY 2011-12 MAJOR ACCOMPLISHMENTS: 
 Facilitated the implementation of the new 

Performance Review and Development System 
and software. 
o Coordinated Supervisory training for all 

supervisors and performance management 
policy and procedures training for employees. 

o Conducted Systems training for all supervisors 
and employees. 

o Organized and conducted first City of Concord 
webinar (6 webinars). 

o Prepared first on-line tutorial with “anytime” 
access to training. 

 Conducted Annual and Health Care Reform Open 
Enrollments as well as implemented new vision 
program. 

 Conducted and implemented Annual 
Compensation Study and salary adjustments. 

 Continued to ensure compliance with HR 
Legislation and requirements such as: Health Care 
Reform, e-Verify, EEO4, Medicare Part D 
Compliance, and Governmental Ethics & 
Campaign Reform Act. 

 Partnered with Development Services on Annex 
Renovation to enhance customer service, energy 
efficiency and security. 

 Managed Military Apprenticeship Program with 
the Police Department. 

 
FY 2012-13 MAJOR BUDGET CHANGES / NEW REQUESTS / 

FOCUS AREAS:  
 Implement web-based recruitment system from 

the requisition approval process to the final hire 
and on-boarding, to ensure everything is 
compliant. 

 Conduct and Administer Annual Salary Survey. 
 Manage organization wide Compensation Study. 
 Select firms for brokerage services employee 

benefits programs. 
 

STEPS / PROGRAMS BEING UNDERTAKEN TO ENHANCE 

PERFORMANCE:   
 Keep abreast of employment practices, laws, and 

regulations to ensure compliance. 
 Review and approve Personnel Action Notices in 

an effort to reduce and eliminate potential payroll 
errors. 

 Conduct annual Compensation Study in order to 
retain co-workers and ensure competitiveness in 
the labor market. 

 Develop wellness initiatives to reduce health care 
costs. 
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PERFORMANCE GOALS: 

Major Service Area:  Retention  
Goal:  To provide for the retention of the City’s existing workforce in order to provide efficient delivery of 
services through an experienced base of co-workers. 

Major Service Area:  Recruitment and Selection   
Goal:  To attract qualified employees in order to fill existing openings to ensure appropriate staffing levels. 

Major Service Area:  Employee Relations  
Goal:  To encourage and provide a thorough and streamlined grievance process in order to resolve 
grievance issues fairly and expediently. 

Major Service Area:  Cost Management  
Goal:  To provide cost efficient service to co-workers in order to maximize the use of City resources. 

PERFORMANCE SUMMARY: 
            
        Major                     Performance                       Measure          FY10        FY11       FY12        FY12       FY13    Benchmark 
      Service                       Indicator                             Type             Actual     Actual       Obj.       Mid-Year   Obj.          Target   
        Area                    

Retention Turnover Rate Effectiveness 5% 7% <8% 1.9% <8% 9% 

Retention # of involuntary separations Effectiveness 11 7 12 2 
 

<14 ≤ 14 

Retention # of voluntary separations Effectiveness 33 60 40 15 <50 ≤ 79 

Recruitment 
& Selection 

Average # of days from open-
to-fill for full-time job 

vacancies 
Effectiveness 61 54 50 45 <50 ≤ 50 

Employee 
Relations 

% of grievances resolved at 
department level 

Effectiveness 46% 90% 75% 50% 75 ≥ 88% 

Cost Mgmt. Cost per employee Efficiency $237 $355 $300 $106 $300 ≤ $808 

 
 
BUDGET SUMMARY: 
 

Cost Center #: 4125

2009-2010 2010-2011 2011-2012 2011-2012 2012-2013 2012-2013

Actual 
Expenditures

Actual 
Expenditures

Council
Approved*

Actual 
Expenditures**

Manager
Recommended

Council
Approved

Personnel Services 437,576$             378,489$             493,149$            346,259$             494,895$              -$                      
Operations 109,054$             160,757$             165,825$            121,439$             219,589$              -$                      
Capital Outlay -$                        33,884$               86,998$              50,254$               -$                         -$                      
Cost Allocations (270,167)$            (291,093)$            (385,617)$           (321,348)$            (367,805)$             -$                      

Total Expenditures 276,462$           282,037$           360,355$          196,604$           346,679$             -$                      
% budget change -21% 2% 3%
* as amended
**as of May 9, 2012
Authorized FTE 6.00 6.00 7.00 7.00 7.00
The Risk Management division was separated from Human Resources in FY10, resulting in a 2.00 FTE decrease.  
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WELLNESS CENTER 
 
MISSION:  To create an environment dedicated to 
improving the health and wellness of our coworkers 
by diagnosing and treating illnesses/injuries and 
providing opportunities for employees to learn the 
skills they need in order to optimize their health and 
well being.  The Wellness Center is committed to 
providing services that are easily accessible and 
confidential and to consistently provide all customers 
with professionalism, expertise and high quality 
customer service in the administration of Wellness 
Center services. 
 
PROGRAM LOCATOR::  
   Fund:   General Fund 
      Functional Area:  General Government 

Department:  Human Resources 
Division:  Wellness 

 
BUDGET & PERFORMANCE HIGHLIGHTS: 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
MAJOR SERVICE(S) PROVIDED: 

 Illness prevention and risk-reduction counseling 
and support groups. 

 Treatment of chronic and acute episodic injuries, 
illnesses and accidents. 

 Comprehensive physical examinations for 
o Current Coworkers, firefighters, police officers,  

telecommunicators and volunteer firefighters 
o Pre-Employment (telecommunicators & police 

officers) 

o Immunizations 
 Illness prevention and risk-reduction counseling 

and support groups. 
 Enhanced Workers Compensation Services. 
 Drug Testing: 

o Pre-Employment 
o Post-Hire 
o Reasonable suspicion 

 
FY 2011-12 MAJOR ACCOMPLISHMENTS: 

 Implemented On-Site Pharmacy Dispensing 
Program. 

 Conducted Annual Health Fair. 
 Sponsored 2nd Annual Breast Cancer Awareness 

Walk - Recognized in Northeast Foundation Book 
of Names as a benefactor at the Sponsor Level. 

 Conducted Biggest Loser Initiative. 
 Successfully increased wellness center visits . 
 Managed RFP process for staffing of Wellness 

Center. 
 Partnered with Cabarrus Health Alliance to 

Implement Diabetes Patient Self-Management 
Program. 

 Partnered with Cabarrus Health Alliance to 
implement Eat Smart Move More Program. 

 
FY 2012-13 MAJOR BUDGET CHANGES / NEW REQUESTS / 

FOCUS AREAS:  
 Enhanced services offered by new contract 

providers. 
 

STEPS / PROGRAMS BEING UNDERTAKEN TO ENHANCE 

PERFORMANCE:   
 Develop additional wellness initiatives to reduce 

health care costs.  
 Begin smoking cessation initiative.  
 Offer Weight Watchers. 
 Highlight monthly health and wellness initiatives 

to provide education on topics such as: 
o Breast cancer awareness 
o Healthy heart 
o Cancer prevention 
o Stress management 
 

 
 

$-
$50,000 

$100,000 
$150,000 
$200,000 
$250,000 
$300,000 
$350,000 

09-10 10-11 11-12 12-13
Rec.

Total Expenditures

0

500

1,000

1,500

2,000

2,500

3,000

09-10 10-11 11-12 12-13

# of Patient Visits

Actual Objective

62



PERFORMANCE GOALS: 

Major Service Area:  Education 
Goal:  To provide opportunities for coworkers to change their behaviors and adopt a new wellness lifestyle 

permanently by educating them regarding the dangers of unhealthy habits and the benefits of 
healthy habits – for themselves and their families. 

Major Service Area:  Customer Service 
Goal:  To enhance the level of customer service provided to co-workers by proving cost saving alternatives.  

 

PERFORMANCE SUMMARY: 
            
       Major                    Performance                        Measure          FY10        FY11        FY12        FY12        FY13   Benchmark 
     Service                       Indicator                             Type             Actual     Actual       Obj.        Mid-Year    Obj.        Target   
       Area                                

Education 

Number of risk-reduction or 
patient education programs 

(i.e., smoking cessation, 
weight management) 

Workload 2 32 6 9 5 5 

Health Number of Patient Visits Workload 2,622 2,582 2,500 1,422 2,500 2,400 

Customer 
Service 

Savings to Employees Efficiency $182,128 $164,801 $100,000 NA $100,000 $30,000 

 
 
 
BUDGET SUMMARY:  

 
Cost Center #: 4126

2009-2010 2010-2011 2011-2012 2011-2012 2012-2013 2012-2013

Actual 
Expenditures

Actual 
Expenditures

Council
Approved*

Actual 
Expenditures**

Manager
Recommended

Council
Approved

Operations 80,187$              283,826$             307,338$        222,170$                458,646$                -$                   
Cost Allocations (29,669)$             (105,016)$            (96,342)$         (83,366)$                 (153,766)$               -$                   

Total Expenditures 50,518$            178,810$           210,996$       138,804$               304,880$              -$                  

% budget change -58% 254% 44%
* as amended
**as of May 9, 2012
Authorized FTE 0.00 0.00 0.00 0.00 0.00  
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FINANCE 
 
MISSION:  The Finance Department exists to provide 
sound and innovative financial management in the 
areas of financial record keeping, accounting, payroll, 
accounts payable, and budgeting to the Mayor and 
City Council, City Management, City departments, 
regulatory agencies, vendors and U.S. financial 
markets with the desire to conduct ourselves 
according to the highest professional standards of 
financial planning and reporting.     
 
PROGRAM LOCATOR::  
   Fund:  General Fund 
      Functional Area:  General Government 
         Department:  Finance 
            Division:  N/A  
 
BUDGET & PERFORMANCE HIGHLIGHTS: 

 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
MAJOR SERVICE(S) PROVIDED: 
 Accounts Payable Processing 
 Payroll Processing 
 Accounting 
 Budgeting & Performance Measurement  
 Evaluation 

 
FY 2011-12 MAJOR ACCOMPLISHMENTS: 

 City received its 10th consecutive Distinguished 
Budget Presentation Award from the Government 
Finance Officers Association for the FY12 budget 
document. 

 City received its 23rd consecutive Certificate of 
Achievement in Financial Reporting from the 
Government Finance Officers Association for 
FY2011. 

 Created a new investment broker/dealer 
questionnaire to comply with GFOA's 
recommended practices in choosing qualified 
professionals for the City's investment activities. 

 Budget staff completed the third year of a three-
year process to review and revise departmental 
performance measures. 

 Worked with Wells Fargo during transition from 
Wachovia to ensure all services continued 
without interruption. 

 Developed a new voucher request form for 
accounts payable invoices using Excel.  This new 
form automatically calculates the sales tax 
amounts and eliminated many errors that were 
occurring with using the incorrect rates. 

 Wrote a new grant policy to be adopted city-
wide. 

 Created a new grant check off list for employees 
to use as a guide for grant compliance and 
coordination with Finance. 

 
FY 2012-13 MAJOR BUDGET CHANGES / NEW REQUESTS / 

FOCUS AREAS:  
 Institute a new goal of training Finance personnel 

with Housing to serve as back-up for the 
accounting and reporting functions. 

 Implement a new grant policy and promote 
awareness of it to City departments.  

 Continue to increase ACH payments to vendors. 
 
STEPS / PROGRAMS BEING UNDERTAKEN TO ENHANCE 

PERFORMANCE:   
 Budget Staff uses the NC Benchmarking Project 

to evaluate and improve performance of studied 
departments. 

 Accounts Payable staff reviews monthly on-time 
payment reports to identify problems and causes 
for late payments. 

 Payroll staff reviews monthly payroll accuracy 
reports.  Efforts are made to reduce or eliminate 
potential for error on future payroll processes. 

 Accounting staff regularly reviews Generally 
Accepted Accounting Principles and procedures 
to ensure that the City is 100% in compliance 
with the highest accounting standards. 

 Accounting staff continues to search for grant 
funding.  

 

$-
$75,000 

$150,000 
$225,000 
$300,000 
$375,000 
$450,000 
$525,000 

09-10 10-11 11-12 12-13
Rec.

Total Expenditures

0%

100%

09-10 10-11 11-12 12-13

Receipt of GFOA Certificate of Excellence in 
Financial Reporting and Distinguished Budget 

Presentation Award (100% = Yes)

Financial Budget

64



PERFORMANCE GOALS: 

Major Service Area:  Accounting 

Goal:  To provide accurate financial information in a timely manner to the City Council, department directors, 
and external agencies in order to comply with local, state, and federal laws, and governmental accounting and 
regulatory requirements. 

Major Service Area:  Payroll 

Goal:  To provide accurate and timely payments to City employees in order to comply with the City’s 
compensation plan. 

Major Service Area:  Accounts Payable 

Goal:  To provide accurate and timely issuance of payments to vendors in order to maximize the City’s cash 
flow position. 

Major Service Area:  Budgeting & Performance Measurement  

Goal:  To provide timely and accurate budget and performance information to the Mayor and City Council, 
management, department directors, external agencies, and the general public in order to ensure the effective 
use of City resources. 

PERFORMANCE SUMMARY:         

     Major                        Performance                       Measure          FY10          FY11       FY12        FY12        FY13    Benchmark 
 Service Area                   Indicator                              Type             Actual      Actual       Obj.       Mid-Year   Obj.         Target 

Accounting 
Receipt of GFOA Certificate of 

Excellence in Financial 
Reporting 

Effectiveness Yes Yes Yes Yes Yes Yes 

Accounting 
% of journal entries made as 

corrections 
Effectiveness * 2.6% <10% 2.7% <10% 8% 

Accounting 
% of external reporting 

deadlines met 
Effectiveness * 100% 100% 100% 100% 100% 

Payroll Payroll accuracy rate Effectiveness 99.9% 99.4% 100% 99.6% 100% 99% 

Accounts 
Payable 

% of vendors paid on-time Effectiveness 92.1% 95.9% 93% 95.8% 93% 95% 

Accounts 
Payable 

% of payments made 
electronically 

Efficiency * 42% 40% 42% 50% 55% 

Accounts 
Payable 

% of late payments resulting 
from delayed departmental 

submission 
Effectiveness * 79% 75% 74% 75% NA 

Budgeting 
& Perf. 
Meas.  

% of departments rating 
overall satisfaction with 

budget process as “very” or 
“somewhat satisfied” 

Effectiveness 86% 
Survey 

Bi-
annual 

98% 
Survey to 
be done 
Summer 

2012 

98% 100% 

Budgeting 
& Perf. 
Meas. 

Receipt of GFOA 
Distinguished 

Budget Presentation Award 
Effectiveness Yes Yes Yes Yes Yes Yes 

*New Measures for FY11 
 

BUDGET SUMMARY:  
 
 Cost Center #: 4130

2009-2010 2010-2011 2011-2012 2011-2012 2012-2013 2012-2013

Actual 
Expenditures

Actual 
Expenditures

Council
Approved*

Actual 
Expenditures**

Manager
Recommended

Council
Approved

Personnel Services 818,183$           868,973$           905,936$          759,117$           922,207$            -$                     
Operations 102,975$           103,879$           124,603$          99,072$             121,091$            -$                     
Capital Outlay -$                      -$                       53,428$            53,428$             -$                       -$                     
Cost Allocations (454,296)$          (501,515)$          (546,785)$        (455,654)$          (571,689)$          -$                     

Total Expenditures 466,861$         471,337$         537,182$       455,963$         471,609$         -$                     
% budget change 0% 1% -12%
* as amended
**as of May 9, 2012
Authorized FTE 13.00 13.00 14.00 14.00 14.0065



TAX 
 
MISSION:  The Tax Division exists to provide accurate 
and timely tax and business license billings, 
processing of payments and enforcement of 
collections in order to provide the City with the 
resources for the delivery of quality public services 
and assist Council in ensuring a fair and equitable tax 
rate. 
 
PROGRAM LOCATOR::  
   Fund:  General Fund 
      Functional Area: General Government  
         Department:  Finance 
            Division:  Tax  
 
BUDGET & PERFORMANCE HIGHLIGHTS: 

  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
MAJOR SERVICE(S) PROVIDED: 
 Billing and Processing of Tax Bills 
 Privilege License Processing 
 Cemetery Record maintenance 

 
FY 2011-12 MAJOR ACCOMPLISHMENTS: 

 Completed electronic logging of West Concord 
and Rutherford Cemetery records. 

 Business License officer collected $80,784.90 in 
delinquent tax revenue as of April 30, 2012. 

 97.7% Tax Collection rate as of April 30, 2012. 
 
 

FY 2012-13 MAJOR BUDGET CHANGES / NEW REQUESTS / 

FOCUS AREAS:  
 Expand Privilege License collections to include 

some service companies not previously required 
to purchase a license. 

 Implement a Munis Tax System upgrade. 
 

STEPS / PROGRAMS BEING UNDERTAKEN TO ENHANCE 

PERFORMANCE:   
 Business License Officer works from a delinquent 

list to minimize travel and continues to visit many 
businesses to educate business owners and 
ensure proper licensure. 

 Actively pursuing all methods of tax collection 
including attachment and garnishment of wages 
and bank accounts, Debt Set Off collection. 

 More thoroughly research returned mail to 
reroute to current owner/address. 

 Recommending changes and clarification to the 
Privilege License Ordinance to create separate fee 
schedule for certain types of vendors. 

 Complete the conversion of Oakwood Cemetery 
records to electronic form. 
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PERFORMANCE GOALS: 

Major Service Area:  Billing and Processing of Tax Bills 

Goal:  To provide timely distribution of tax bills to property owners, which in turn will enable and encourage 
the property owners to pay their bills early.  Employ all lawful means to collect all taxes due the City in   
accordance with North Carolina Laws.             

Goal:   To provide low cost Tax Division services in order to maximize use of resources required to service 
the City’s taxpayers.    

Major Service Area: Privilege License Processing  

Goal:  To collect all Business License fees due to the City in order to provide proper resources needed                              
to provide City services.                              

               

PERFORMANCE SUMMARY: 
           
        Major              Performance              Measure            FY10           FY11            FY12            FY12         FY13     Benchmark 
      Service                Indicator                    Type              Actual         Actual            Obj.           Mid-Year     Obj.          Target   
        Area                  

 Billing & 
Processing 
of Tax Bills 

Cost per taxpayer 
bill serviced* 

Efficiency $11.55 $9.11 < $10 NA < $10 < $9 

 Privilege 
License 

Processing 

% of privilege 
license payments 
received by July 1 

Effectiveness 90% 61% 60% NA 60% 65% 

Billing & 
Processing 
of Tax Bills 

% of taxes collected Effectiveness 98.4% 98.65% 97.5% 71.36% 97.5% 99% 

* Calculation based on tax year, not fiscal year (ex. 2011 fiscal year uses 2012 tax year data.)   
 
BUDGET SUMMARY:  
 

Cost Center #: 4140
2009-2010 2010-2011 2011-2012 2011-2012 2012-2013 2012-2013

Actual 
Expenditures

Actual 
Expenditures

Council
Approved*

Actual 
Expenditures**

Manager
Recommended

Council
Approved

Personnel Services 228,730$              237,216$            238,850$          202,319$              243,977$                  -$                    

Operations 134,851$              127,567$            136,535$          112,047$              148,223$                  -$                    
Capital Outlay 28,074$                -$                       -$                    -$                         -$                             -$                    
Cost Allocations 11,283$                16,164$              25,560$            21,300$                4,343$                      -$                    

Total Expenditures 402,938$             380,946$           400,945$        335,665$            396,543$                 -$                    
% budget change 0% -5% -1%

Total Revenues 1,387,912$          1,363,617$        1,357,200$     1,370,414$         1,371,200$              -$                    
Net Costs (984,974)$           (982,671)$         (956,255)$       (1,034,749)$        (974,657)$               -$                    

* as amended
**as of May 9, 2012
Authorized FTE 4.50 4.50 4.50 4.50 4.50  
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LEGAL 
 

MISSION:  The Legal Department exists to provide 
efficient and effective in-house legal counsel to all City 
departments, the City Manager’s Office, the Mayor, City 
Council, Planning and Zoning Commission, Zoning 
Board of Adjustment, and the Historic Districts 
Commission with the desire to reduce the City’s 
potential liabilities and damages.   
 

PROGRAM LOCATOR::  
   Fund:  General Fund 
      Functional Area:  General Government 
         Department:  Legal 
            Division:   N/A 
 
BUDGET & PERFORMANCE HIGHLIGHTS: 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
MAJOR SERVICE(S) PROVIDED: 
 Real Property- Research and acquire real   property; 

handle disposition of surplus properties. 
 Contracts- Research and write contracts, deeds, 

leases, releases and other legal documents; review 
and certify as to form and legal acceptability of 
contracts prepared by others. 

 Debt Collection- Institute legal proceedings and file 
claims with courts to collect monies due the City 
for taxes, utilities, fees, etc. 

 Litigation- Research and prepare documents 
necessary for the defense of lawsuits against the 
City or its employees brought against them for 
conduct while in the line of duty. 

 City Code/Ordinances- Research and draft new 
ordinances and changes to City Code. 

 Education- Review legal periodicals and recent 
court decisions and advise City Management and 
staff of legal implications and potential impact on 
policies and procedures.  Train staff and elected 
officials in proper legal procedures and changing 
laws. 

 Advise Policy Makers- Provide legal counsel to 
Policy Makers, City Council, City Manager, 
Department Heads, City staff, Historic Preservation 
Commission, Planning & Zoning Commission, and 
Zoning Board of Adjustment. 

 Advise Decision Makers- Provide legal counsel and 
support to the City Manager, department heads 
and staff. 

 

FY 2011-12 MAJOR ACCOMPLISHMENTS:  
 Completed the acquisition of property and sale of 

properties to: CEJS, LLC (Carolina Courts) and to 
Weddington Properties, LLC (Greenway). 

 Title searches and easement acquisitions for 
Albemarle-Concord/Kannapolis water line. 

 Negotiations with and execution of Lease by 
Hyperion Energy LLC for renewable energy 
generation facility/parking deck solar panels. 

 Research and preparation of amended Real Estate 
Bulletin. 

 Researched and assembled substantial documents 
for public records requests. 

 Performed 75 title searches for code enforcement, 
subdivision and utility projects; negotiated and 
acquired 40 properties for City utilities and 
infrastructures. 

 Title searches, loan and   satisfaction documents for 
HUD/down payment assistance loans administered 
through Planning & Neighborhood Development. 

 Represented City in litigation matters, including 
code enforcement (electronic gaming), personnel, 
civil rights cases, eminent domain, collections, 
contracts and bankruptcies. 

 Reviewed 189 contracts in an average of 0.9 day.                               
 
FY 2012-13 MAJOR BUDGET CHANGES/NEW 
REQUESTS/FOCUS AREAS 
 In depth reorganization and revisions to CDO 
 Title searches and easement acquisitions for 

Albemarle-Concord/Kannapolis waterline  
 Assemble heirs’ property data base 
 Title project for Barber-Scotia property 
 DNC at Charlotte Motor Speedway 
 
STEPS/PROGRAMS BEING UNDERTAKEN TO ENHANCE 
PERFORMANCE UNDERTAKEN TO ENHANCE RMANCE:   
 Staff to attend continuing education classes. 
 Keep City staff, elected officials, and appointed 

officers informed & trained on proper legal 
procedures and changing laws. 

 Efficient review of contracts in a timely manner.  
 Cross-train staff so there is no decrease in 

efficiency when absences occur. 
 Scan historic documents for general use. 
 Updating CDO and COD to conform with changes 

in GIS to shorten and make more user-friendly. 
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PERFORMANCE GOALS: 
 
Major Service Area:  Sound Legal Representation 

Goal:  To provide sound legal representation to the Mayor, City Council and City Management in order to 
resolve all legal issues and obtain outcomes in the City’s favor. 

Major Service Area:  Real Property 
Goal:  To check ownership and liens on all titles for acquisition, litigation and code enforcement purposes in 
order to ensure that the City obtains clear property titles, and in order to name the proper parties in 
litigation and code enforcement actions.  

Major Service Area:  Contracts 
Goal:  To efficiently review, amend, and execute contracts in order to ensure that the City’s interests are 
properly addressed and that goods and services are procured in a timely manner. 

Major Service Area:  Debt Collection 
Goal:  To collect as many past-due accounts as possible in order to ensure fundamental fairness to the 
taxpayers. 

Major Service Area:  City Code 
Goal:  To have a modern, correct, clear and legally defensible City code in order to protect the City’s 
interests and provide proper guidance on the legalities of City services. 

Major Service Area:  Education 
Goal:  To train staff, elected officials and appointed officers in proper legal procedures and changing laws in 
order to reduce and or eliminate potential liability and to ensure compliance with all applicable local, state, 
and federal laws and regulations. 

Major Service Area:  Advise Policy Makers   
Goal:  To provide legal counsel to Council, Historic Properties Commission, Zoning Board of Adjustment, and 
Planning & Zoning Commission in order to make informed policies while reducing potential liabilities.  

Major Service Area:  Advise Policy Makers   
Goal:  To provide legal advice and support to the City Manager, department heads and staff in order to 
comply with all applicable laws, reduce liabilities, enforce the City’s ordinances and promote orderly growth 
and development of the City. 

 
PERFORMANCE SUMMARY: 
            
          Major                      Performance                  Measure               FY10       FY11      FY12         FY12        FY13    Benchmark 
         Service                       Indicator                        Type                  Actual     Actual       Obj.       Mid-Year      Obj.          Target   
           Area                    

Real Property # of title searches Workload 356 308 N/A 75 N/A N/A 

Contracts 
Avg. days turnaround time to 

review written contracts 
Effectiveness 3.4 0.9 3.4 0.9 2.5 3.5 

Education 
% of state mandated training 

completed by Attorneys & 
staff  

Effectiveness 100% 100% 100% 100% 100% 100% 

Education 
Create, maintain, & update a 
bank of legal bulletins on the 

City’s intranet 
Effectiveness Yes Yes Yes Yes Yes Yes 

 
BUDGET SUMMARY:   IS EFFECTED BY 24 TAX COLLECTION CASES FILED BUT NOT COMPLETED IN NOVEMBER & DECEMBER DUE 

OF ITATIONS 
 
 
 
 
 
 
 
 
 
 
 

Cost Center #: 4150

2009-2010 2010-2011 2011-2012 2011-2012 2012-2013 2012-2013

Actual
Expenditures

Actual
Expenditures

Council
Approved*

Actual
Expenditures**

Manager
Recommended

Council
Approved

Personnel Services 402,664$            380,546$            405,038$         353,221$           424,489$            -$                     

Operations 55,663$              70,695$              100,738$         70,437$             100,192$            -$                     
Cost Allocations (236,522)$           (218,151)$           (273,708)$        (228,090)$          (280,872)$           -$                     

Total Expenditures 221,805$          233,090$          232,068$       195,568$         243,809$          -$                    
% budget change -2% 5% 5%
* as amended
**as of May 9, 2012
Authorized FTE 5.00 5.00 5.00 5.00 5.0069



NON-DEPARTMENTAL 
 
MISSION:  N/A 
 
PROGRAM LOCATOR::  
   Fund:  General Fund 
      Functional Area:  General Government 
         Department:  Non-Departmental 
            Division:  N/A  
 
BUDGET & PERFORMANCE HIGHLIGHTS: 
 
 

 
MAJOR SERVICE(S) PROVIDED: 
 N/A 
 

FY 2011-12 MAJOR ACCOMPLISHMENTS: 
 Funded Concord Express. 
 Funded Concord’s share of Rider Transit System. 

 
 

 
 
BUDGET SUMMARY:  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

FY 2012-13 MAJOR BUDGET CHANGES/NEW 

REQUESTS/FOCUS AREAS 
 Continue Concord Express contract with CATS for 

buses 79x and 80x (funding transferred to 
Transit). 

 Fund needed HVAC repairs and replacements to 
City facilities 

 $780,000 made available for billing of City street 
lighting to Electric fund. 

 Provide funding for ConnectCTY telephone 
notification system. 

 
STEPS / PROGRAMS BEING UNDERTAKEN TO ENHANCE 

PERFORMANCE:   
 N/A 

 
 
PERFORMANCE GOALS: 

 N/A     
 

PERFORMANCE SUMMARY: 
 N/A      

 
 
 
 
 
 
 
 
 

Cost Center #: 4190
2009-2010 2010-2011 2011-2012 2011-2012 2012-2013 2012-2013

Actual
Expenditures

Actual
Expenditures

Council
Approved*

Actual
Expenditures**

Manager
Recommended

Council
Approved

Personnel Services -$                        -$                      600,000$       -$                      500,000$            -$                  
Operations 1,083,685$          1,208,468$       1,801,483$    1,331,823$        1,769,917$         -$                  
Capital Outlay -$                        -$                      -$                  14,685$             -$                       -$                  
Debt Service 539,808$             502,595$          284,048$       32,573$             275,281$            -$                  
Cost Allocations 465,860$             820,343$          673,744$       561,453$           721,735$            -$                  
Transfers 10,392,700$        6,190,270$       2,296,026$    867,808$           2,666,898$         -$                  

Total Expenditures 12,482,052$     8,721,676$     5,655,301$ 2,808,343$     5,933,831$      -$                  
% budget change 128% -30% -32%
* as amended
**as of May 9, 2012
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PUBLIC SAFETY 
 
OVERVIEW:  Public Safety serves as the safety and protection function, providing assistance to all City residents with life 
and property protection.  Public Safety is comprised of Police, Code Enforcement, Emergency Communications, Radio 
Shop, Fire Operations, Fire Prevention, Fire Training, and Emergency Management. 
 
BUDGET UNITS: 

Police: The Police Department is responsible for the safety of citizens and charged with enforcing federal,  
state, and local laws.  Additional information regarding the Police Department may be obtained by 
contacting Guy Smith, Chief of Police, at (704) 920-5008 or via email at smithg@concordnc.gov. 

  
Code Enforcement:  The  Code  Enforcement  Unit  is  responsible  for  enhancing  the  quality  of life in our  

neighborhoods through the enforcement of minimum housing and zoning ordinances.  Additional 
information regarding Code Enforcement may be obtained by contacting Guy Smith, Chief of 
Police, at (704) 920-5008 or via email at smithg@concordnc.gov.  

 
Emergency Communications:  The   Communications   Department  operates  the  City’s  emergency  911  

Public Safety Answering Point and  dispatches police, fire, and other  City  departments.  Additional  
information regarding the Communications Department may be obtained by contacting Chris 
Linker, Director of Emergency Communications, at (704) 920-590 or via email at 
linkerc@concordnc.gov.  

 
Radio Shop:  The  Radio  Shop  provides  installation  and  maintenance  of  communications equipment for 

Concord,     Kannapolis,   and  Cabarrus    County    governmental  departments.    It also  provides  
maintenance of the telephone systems and other electronic equipment.  Additional information 
regarding the Radio Shop may be obtained by contacting Chris Linker, Director of Communications, 
at (704) 920-5590 or via email at linkerc@concordnc.gov.  

 
Fire Operations:  The Fire Operations Division is responsible for modern fire and rescue services as well as  
 medical assistance response to the customers and  shareholders of the City of Concord.  Additional 

information regarding the Fire Operations Division  may be obtained by contacting T. Randy 
Holloway, Chief of Fire and Life Safety, at (704) 920-5522 or via email at hollowayr@concordnc.gov.  

  
Fire Prevention:  The Fire  Prevention Division  provides  fire  code  enforcement  and Investigations for the 
 Citizens of and businesses within the  City  of  Concord.  Additional   information  regarding the Fire  

Prevention Division may be obtained by contacting T. Randy Holloway,  Chief of  Fire & Life Safety, 
at (704) 920-5522 or via email at hollowayr@concordnc.gov.  

  
Fire Training:  The    Fire    Training    Division     provides a full  range of  personnel  development  for   the  
 Department  of  Fire  & Life  Safety.   Additional information regarding the Fire Training Division can 

be obtained by contacting T. Randy Holloway, Chief of Fire & Life Safety, at (704) 920-5522 or via 
email at hollowayr@concordnc.gov.  

 
Emergency Management:  The  Emergency  Management   Division  provides  planning    and coordination  

for natural and manmade emergencies or disasters for the citizens of the City of Concord. 
Additional information regarding Emergency Management may be obtained by  contacting Jim 
Sells, Emergency Management  Coordinator,    at (704) 920-5528 or via email at 
sellsj@concordnc.gov. 
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Public Safety Expenditures
2009-2010 2010-2011 2011-2012 2011-2012 2012-2013 2012-2013

Actual
Expenditures

Actual
Expenditures

Council
Approved

Actual
Expenditures**

Manager
Recommended

Council
Approved

By Department (General Fund)
Police 15,528,483$          15,681,551$        16,756,161$         12,695,153$        16,550,240$          -$                       
Code Enforcement 622,091$               652,243$             680,561$             531,911$            717,600$               -$                       
Emergency Communications 1,081,573$            1,137,468$          1,187,290$           1,002,367$          1,214,614$            -$                       
Radio Shop 377,541$               447,836$             554,828$             384,687$            285,144$               -$                       
Fire Operations 14,224,658$          15,706,171$        15,382,617$         12,524,125$        15,627,292$          -$                       
Fire Prevention 376,952$               384,395$             459,411$             379,607$            467,947$               -$                       
Fire Training 269,321$               213,605$             257,526$             210,263$            384,248$               -$                       

Emergency Management 250,026$               231,578$             268,687$             195,633$            129,635$               -$                       

Total Expenditures 32,730,646$        34,454,849$      35,547,081$       27,923,746$      35,376,720$        -$                       
% budget change -0.1% 5% -0.5%
* as amended
** as of May 9, 2012
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POLICE  
 
MISSION:  Concord Police Department exists to 
maximize the quality of life of the citizens of the City 
and its visitors by combating crime and the fear of 
crime.  We will uphold the law fairly and firmly by 
building community partnerships, solving problems, 
and being accountable.  We will do all this with 
integrity, common sense, sound judgment, and 
respect for cultural diversity. 
 
PROGRAM LOCATOR::  
   Fund:  General Fund 
      Functional Area:  Public Safety 
         Department:  Police 
            Division:   Police 
 
BUDGET & PERFORMANCE HIGHLIGHTS: 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
MAJOR SERVICE(S) PROVIDED: 

• Community Oriented Police Service 
o Problem-Solving 
o Criminal Investigations 
o Crime Prevention 

 
FY 2011-12 MAJOR ACCOMPLISHMENTS: 
• Telephone Reporting Unit did not meet the 40% 

goal for reports taken, but the unit helped save 
$109,890 in patrol staff time the first year. 

• Rolled out CJ LEADS, a free statewide public 
records data system to officers via web-based 

connectivity.  Aids officers with more data to 
conduct investigations.  

• Implemented Crime Analysis + (CA+) for officers 
and supervisors to track hot spots and areas for 
manpower deployment. Helps increase our 
accountability in addressing crime trends and 
community needs. 

  
FY 2012-13 MAJOR BUDGET CHANGES / NEW REQUESTS / 

FOCUS AREAS:  
• Charlotte’s Radio Infrastructure system fees will 

require a new request of $28,219.  
• Purchase of Printrack Latent Fingerprint Analysis 

System for enhancements in comparative 
examinations of latent evidence to SBI/FBI 
database. 

• Implement Charlotte Regional Information 
Sharing System (COPLINK) that will connect more 
than 30 police agencies together to share internal 
records with the officer in the field. It enhances 
officer’s speed in making decisions for legal 
actions/investigations and opens a first of its kind 
instant database from each participating agency. 

 
STEPS / PROGRAMS BEING UNDERTAKEN TO ENHANCE 

PERFORMANCE: 
• Telephone Reporting Unit will create 

uncommitted time for officers to allow more time 
on community contacts and problem solving.  
Goal is revised for 20% of reportable crimes to be 
taken by phone by the end of the year. 

• Accountability sessions directed at criminal 
hotspots that reflect total Part I crimes for an 
area. 

• Community Policing philosophy continues with 
emphasis on community partnerships, problem 
solving, accountability and customer service. 
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PERFORMANCE GOALS: 

Major Service Area:  Community Oriented Police Service   

Goal: To provide a refined and enhanced community oriented policing philosophy to the citizens of Concord 
to reduce crime as well as the fear of crime. 

 

PERFORMANCE SUMMARY: 
            
        Major                   Performance                      Measure           FY10        FY11         FY12         FY12         FY13      Benchmark 
      Service                     Indicator                            Type              Actual     Actual         Obj.         Mid-Year   Obj.           Target   
        Area                    Actual 

Community 
Oriented 
Policing 
(COP) 

Number of closed problem- 
solving projects 

Workload 77 90 >65 45 ≥65 ≥65 

COP 
Number of dispatched calls 

per officer 
Workload 825 582 <900 273 <900 570 

COP 
Number of incoming calls 

per 1,000 population 
Workload 1,666 1,610 <2,500 703 <2,500 <2,500 

COP 
Average monthly staffing 

level 
Workload 99% 98% 99% 98% 99% 99% 

COP 
Part I crimes per 1,000 

population 
Effectiveness 42.8 41 52 23 52 55 

COP 
% of Part I cleared of those 

reported 
Effectiveness 59% 60% 45% 61% 45% 40% 

COP 
Number of crashes at top 

five intersections 
Effectiveness 185 140 160 89 160 150 

COP 
Average response time to 

high priority calls in minutes 
Effectiveness 5.2 5.4 5.1 5.37 5.1 5.1 

COP 
% of required neighborhood 

meetings attended 
Effectiveness 100% 100% 100% 100% 100% 100% 

 
BUDGET SUMMARY: 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 

Cost Center #: 4310
2009-2010 2010-2011 2011-2012 2011-2012 2012-2013 2012-2013

Actual 
Expenditures

Actual 
Expenditures

Council
Approved*

Actual 
Expenditures**

Manager
Recommended

Council
Approved

Personnel Services 11,033,332$      11,417,565$       11,763,172$       9,609,693$         12,009,904$       -$                       
Operations 1,585,081$        1,355,814$         2,463,715$         1,625,598$         2,618,959$         -$                       
Capital Outlay 416,927$           588,625$            825,995$            704,933$            326,867$            -$                       
Debt Service 1,177,957$        1,146,456$         1,133,878$         259,766$            1,106,040$         -$                       
Grant Expenditures 380,332$           53,774$              87,266$              93,383$              -$                       -$                       
Cost Allocations 934,854$           1,119,317$         482,135$            401,779$            488,470$            -$                       

Total Expenditures 15,528,483$   15,681,551$    16,756,161$    12,695,153$    16,550,240$    -$                       

% budget change 5% 1% -0.7%

Total Revenues 280,073$         290,397$         249,580$         262,593$         254,970$         -$                       
Net Costs 15,248,410$   15,391,154$    16,506,581$    12,432,560$    16,295,270$    -$                       

* as amended
**as of May 9, 2012
Authorized FTE 175.25 177.25 178.25 178.25 178.25
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CODE ENFORCEMENT  
 
MISSION:  The Code Enforcement Unit of the Concord 
Police Department exists to maximize the quality of 
life of the citizens of the City and its visitors by 
combating crime and the fear of crime.  We will 
uphold the law fairly and firmly by building 
community partnerships, solving problems, and being 
accountable.  We will do all this with integrity, 
common sense, sound judgment, and respect for 
cultural diversity. 
 
PROGRAM LOCATOR::  
   Fund:  General Fund 
      Functional Area:  Public Safety 
         Department:  Police 
            Division:   Code Enforcement 
 
BUDGET & PERFORMANCE HIGHLIGHTS: 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
MAJOR SERVICE(S) PROVIDED: 
• Enforcement of codes related to disorder issues. 
• Enforcement of established zoning codes. 
• Enforcement of minimum housing codes. 

 
FY 2011-12 MAJOR ACCOMPLISHMENTS: 

• Demolition of 21 Substandard Structures. 
• Transition to new Code Manager. 
• Removal of over 6,500 unlawful signs. 

 

FY 2012-13 MAJOR BUDGET CHANGES / NEW REQUESTS / 

FOCUS AREAS:  
• Replacement of (7) obsolete laptop computers. 
• Replacement of (1) vehicle as recommended by 

Fleet Manager. 
 
STEPS / PROGRAMS BEING UNDERTAKEN TO ENHANCE 

PERFORMANCE:   
• Case management and reporting process being 

modified for more consistency with the rest of 
the department. 

• Redesign of enforcement districts for code 
officers. 

• Implementation of bulky waste and curbside 
trash removal coordination with Solid Waste 
department. 
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PERFORMANCE GOALS: 

Major Service Area:  Code Enforcement   
Goal:  To provide citizens comprehensive and consistent enforcement of zoning and City code regulations  

to improve neighborhood appearance, quality of life, and reduce the fear of crime. 

 

 PERFORMANCE SUMMARY 
            
          Major                   Performance                   Measure          FY10        FY11        FY12       FY12         FY13     Benchmark 
        Service                     Indicator                         Type             Actual     Actual        Obj.    Mid-Year      Obj.         Target   
          Area                Actual    

Code 
Enforcement 

# of neighborhood 
sweeps conducted by 

Code Enforcement 
Workload 8 8 8 5 8 6 

Code 
Enforcement 

# of inspections per 
Code Enforcement 

Officer 
Workload 2,482 2,299 2,500 1,201 2,500 N/A 

Code 
Enforcement 

# of inspections per day 
per officer 

Workload 10.3 9.6 10 10 10 N/A 

Code 
Enforcement 

% of substandard 
housing violations 

resolved within 90 days 
Effectiveness 12% 38% 12% 48% 12% 15% 

 
BUDGET SUMMARY: 
 
Cost Center #: 4312

2009-2010 2010-2011 2011-2012 2011-2012 2012-2013 2012-2013

Actual 
Expenditures

Actual 
Expenditures

Council
Approved*

Actual 
Expenditures**

Manager
Recommended

Council
Approved

Personnel Services 457,110$             433,924$            467,849$           398,706$             479,171$              -$                     
Operations 129,785$             183,292$            190,212$           112,097$             215,929$              -$                     
Capital Outlay 19,019$               17,159$              22,500$             21,108$               22,500$                -$                     
Cost Allocations 16,178$               17,868$              -$                     -$                        -$                         -$                     

Total Expenditures 622,091$           652,243$          680,561$         531,911$            717,600$             -$                     
% budget change -2% 5% 6%

Total Revenues 117,654$           75,331$            70,000$           79,949$              80,000$               -$                     
Net Costs 504,437$           576,912$          610,561$         451,962$            637,600$             -$                     

* as amended
** as of May 9, 2012
Authorized FTE 7.00 7.00 7.00 7.00 7.00  
 
 
 
 
 
 
 

76



EMERGENCY COMMUNICATIONS 
 
MISSION:  The Emergency Communications 
Department exists to provide, through partnerships 
with other departments, a high level of customer 
service to citizens in their time of need by quick and 
efficient handling of calls and providing information 
to responding departments. 
 
PROGRAM LOCATOR::  
   Fund:  General Fund 
      Functional Area:  Public Safety 
         Department:  Emergency Communications 
            Division:   N/A 
 
BUDGET & PERFORMANCE HIGHLIGHTS: 
 
 
 
 
 
 
 
 
 

 
 
 
 
 
 
 
 
 
 
 
 
MAJOR SERVICE(S) PROVIDED: 
 Call-taking 
 Dispatching 
 

FY 2011-12 MAJOR ACCOMPLISHMENTS: 
 Finished replacement of Computer Aided 

Dispatch computers from FY11 project. 
 Upgraded CAD application to .NET software. 
 Replaced radio/telephone logging recorder. 
 Replaced 911 VoIP telephone system. 

 
 
 
 
 

FY 2012-13 MAJOR BUDGET CHANGES / NEW REQUESTS / 

FOCUS AREAS:  
 Replace two active directory servers. 
 Replace six Windows XP workstations. 
 

STEPS / PROGRAMS BEING UNDERTAKEN TO ENHANCE 

PERFORMANCE:   
 Continue to review monthly statistics on call 

answering and dispatching response times. 
 Continue to monitor monthly statistics to ensure 

personnel are assigned to properly cover the call 
volume peaks. 

 Improve security and access to meet new federal 
requirements around the use of the NCIC 
computer access. 
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PERFORMANCE GOALS: 

Major Service Area:  Call-taking 

Goal:  To provide timely call-taking to the residents of Concord in order to reduce call building time and 
ensure the prompt responses to inquiries and requests for service. 

Major Service Area:  Dispatching 

Goal:  To provide the closest resources available to all emergency situations by tracking all personnel activity 
in order to reduce response time. 

 

PERFORMANCE SUMMARY: 
            
        Major                  Performance                      Measure          FY10        FY11        FY12       FY12        FY13    Benchmark 
      Service                    Indicator                            Type             Actual     Actual        Obj.     Mid-Year    Obj.           Target   
        Area          

 
Call-taking 

 

Avg. # of seconds from 
ring to answer 

Effectiveness 4.1 4.3 <5 4.3 <5 < 5 

Call-taking 
% of initial call-taking entry 
for emergency calls within 

30 seconds 
Effectiveness 91.4% 91.2% >90% 92.4% >90% > 90% 

Call-taking 
Avg. # of calls answered 
per Telecommunicator 

Workload 6,123 6,204 <8,000 2710 <8,000 < 8,000 

Dispatching 
% of emergency calls 
dispatched within 60 

seconds 
Effectiveness 95.4% 84.5% >90% 97.9% >90% > 90% 

Dispatching Cost per 911 call answered Efficiency $9.67 $10.59 <$12 $10.85 <$12 < $12 

 
 
BUDGET SUMMARY:  
 

Cost Center #: 4315
2009-2010 2010-2011 2011-2012 2011-2012 2012-2013 2012-2013

Actual 
Expenditures

Actual 
Expenditures

Council
Approved*

Actual 
Expenditures**

Manager
Recommended

Council
Approved

Personnel Services 1,018,227$           1,071,794$          1,086,763$         914,767$            1,111,419$             -$                      
Operations 54,002$                63,809$               85,313$             72,578$              97,301$                  -$                      
Capital Outlay -$                         1,866$                13,983$             13,995$              -$                          -$                      
Cost Allocations 9,344$                  -$                       1,232$               1,027$                5,894$                   -$                      

Total Expenditures 1,081,573$         1,137,468$        1,187,290$       1,002,367$       1,214,614$           -$                     
% budget change -5% 5% 4%
* as amended
**as of May 9, 2012
Authorized FTE 22.50 22.50 21.50 21.50 21.50  
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RADIO SHOP 
 
MISSION:  The Radio Shop exists to provide, through 
partnership with other governmental entities and 
departments, reliable and cost effective maintenance 
to the communications infrastructure that links our 
citizens, employees and services together. 
 
PROGRAM LOCATOR::  
   Fund:  General Fund 
      Functional Area:  Public Safety 
         Department:  Radio Shop 
            Division:   N/A 
 
BUDGET & PERFORMANCE HIGHLIGHTS: 
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MAJOR SERVICE(S) PROVIDED: 
 Telephone System  
 Radio System  
 Vehicle Electronics/Lighting  
 

FY 2011-12 MAJOR ACCOMPLISHMENTS: 
 Completed three year citywide VoIP telephone 

upgrade and replaced outdated equipment. 
 Completed radio infrastructure Nextel rebanding 

project. 
 Completed FCC narrowband project for all VHF 

and UHF radio systems used by public safety. 
 Upgraded timing standards used at towers that 

were no longer repairable. 
 

FY 2012-13 MAJOR BUDGET CHANGES / NEW REQUESTS / 

FOCUS AREAS:  
 Replace two shop laptops for telephone system 

maintenance. 
 
STEPS / PROGRAMS BEING UNDERTAKEN TO ENHANCE 

PERFORMANCE:   
 Reducing staff after a current employee retires 

and the remainder radio infrastructure 
maintenance is transferred to the City of 
Charlotte. 

 Continue planning with other departments for 
backup connectivity for telephone and data 
systems to ensure minimum level of service is 
provided. 
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PERFORMANCE GOALS: 

Major Service Area:  Telephone System 

Goal:  To provide timely and preventative maintenance service to the City’s telephone and voice mail 
systems in order to minimize down time or disruption to users.  

Major Service Area:  Radio System 

Goal: To oversee preventative maintenance service to the countywide radio system and microwave 
backbone in order to minimize down time or disruption to users. 

Major Service Area:  Vehicle Systems 

Goal:  To provide timely installations of radios, emergency lighting, decals and other related equipment in 
the City fleet in order to have new vehicles ready to provide service to citizens. 

 

PERFORMANCE SUMMARY: 
            
        Major                  Performance                      Measure          FY10        FY11      FY12         FY12        FY13    Benchmark 
      Service                    Indicator                            Type             Actual     Actual      Obj.      Mid-Year      Obj.          Target   
        Area                

Radio 
System  

Total annual radio system 
downtime during business 

hours (in minutes) 
Effectiveness 0 0 <60 0 N/A <60 

Radio 
System 

#of field radios maintained Workload 2,802 2,836 2,850 1,982 900 2,850 

Telephone  
System 

Total annual telephone 
system downtime (in 

minutes) 
Effectiveness 0 0 <5 0 <5 <5  

Radio 
System  

Avg. microwave system 
downtime (in minutes) 

Effectiveness 0.5  0 <5 0 N/A <5 

Vehicle 
Systems 

% of installations within the 
last 3 months not needing 

corrections or repairs 
Effectiveness 100% N/A >95% 100% >95% >95% 

Note: Beginning in FY13,, radio system maintenance has been contracted out to the City of Charlotte. 
 
BUDGET SUMMARY:  
 

 
 
 

Cost Center # 4330
2009-2010 2010-2011 2011-2012 2011-2012 2012-2013 2012-2013

Actual 
Expenditures

Actual 
Expenditures

Council
Approved*

Actual 
Expenditures**

Manager
Recommended

Council
Approved

Personnel Services 233,346$           235,394$            194,483$          168,176$           173,664$            -$                     
Operations 73,657$             66,407$              127,757$          42,517$             49,690$              -$                     
Capital Outlay -$                       72,038$              169,548$          160,691$           -$                        -$                     
Debt Service 60,354$             63,704$              63,040$            13,303$             61,790$              -$                     
Cost Allocations 10,185$             10,293$              -$                     -$                      -$                        -$                     

Total Expenditures 377,541$         447,836$          554,828$       384,687$        285,144$          -$                     
% budget change -44% 19% -49%

Total Revenues 365,942$         223,553$          170,089$       187,141$        118,761$          -$                     
Net Costs 11,599$           224,283$          384,739$       197,546$        166,383$          -$                     

* as amended
**as of May 9, 2012
Authorized FTE 4.50 4.50 3.50 3.50 3.00
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FIRE  OPERATIONS 
 
MISSION:  The Concord Department of Fire & Life 
Safety exists to reduce the loss of life and property, 
and to prevent injury to all shareholders and 
customers of the City of Concord.  The Department 
partners with each City department and the 
community to provide effective and efficient fire 
suppression, emergency medical care, life safety 
education, fire inspections, code enforcement, fire 
investigations, hazardous materials response and 
specialized rescue while maintaining a high level of 
training and personnel development. 
 
PROGRAM LOCATOR::  
   Fund:  General Fund 
      Functional Area:  Public Safety 
         Department:  Fire & Life Safety 
            Division:   Fire Operations 
 
BUDGET & PERFORMANCE HIGHLIGHTS: 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
MAJOR SERVICE(S) PROVIDED: 

 Fire, Rescue and Medical Assistance Response 
 Special Operations 

o Hazardous Materials 
o Urban Search and Rescue 
o Aircraft Rescue-Firefighting Protection 

 
FY 2011-12 MAJOR ACCOMPLISHMENTS: 

 Preparation for Democratic National Convention 
activities in Concord. 

 Preparation for Fire Protection (ISO) Rating by NC 
OSFM. 

 Continued to assess needs and plan for 
additional fire & life safety services in the western 
and southern growth areas. 

 Continued to work on operational and capital 
needs to comply with the National Fire Protection 
Association Standard 1710: Standard for the 
Organization and Deployment of Fire 
Suppression Operations, Emergency Medical 
Operations, and Special Operations to the Public 
by a Career Fire Department. 

 Received and put into service one new triple 
combination pumper (E-10) manufactured by 
Pierce Manufacturing. 

 Continued to work on Fire Station 11 land 
acquisition.  

 
FY 2012-13 MAJOR BUDGET CHANGES / NEW REQUESTS / 

FOCUS AREAS:  
 Inspection by NC Office of State Fire Marshal for 

Fire Protection (ISO) Rating. 
 Operations related to Democratic National 

Convention events in Concord. 
 Design work for renovations of Fire Station 5. 
 Construction of Fire Station 11 to serve the 

Bruton Smith/Concord Mills Blvd areas of the city. 
 Purchase of one Triple Combination Pumper. 
 Continue to provide basic fire/rescue services to 

the community in difficult economic period. 
 

STEPS / PROGRAMS BEING UNDERTAKEN TO ENHANCE 

PERFORMANCE:   
 Review of Redeployment Plan (this plan provides 

a roadmap for distribution of fire companies in 
the future). 

 Continued provision of basic level services. 
 More emphasis on accountability at all levels of 

the Department. 
 Review of all programs and processes to improve 

operations. 
 
 
 

 
 

$0

$5,000,000

$10,000,000

$15,000,000

$20,000,000

09-10 10-11 11-12 12-13
Rec

Total Expenditures

80%

85%

90%

95%

100%

09-10 10-11 11-12 12-13

% of Emergency Calls Dispatched 
within 60 Seconds

Actual Objective

81



PERFORMANCE GOALS: 

Major Service Area:  Fire, Rescue & Medical Assistance Response 

Goal:  To provide effective and timely response to fire/rescue/medical assistance incidents within the City in 
 order to minimize loss of life and destruction of personal property.   

Major Service Area:  Special Operations 

 Goal: To provide effective response to escalated hazards resulting from Hazardous Material releases, 
Collapse/Trench rescues and other specialized response incidents in order to minimize loss of life, destruction of 
personal property, and harm to the environment.   

 

PERFORMANCE SUMMARY: 
      
       Major                  Performance                      Measure        FY10        FY11       FY12        FY12        FY13       Benchmark 
      Service                    Indicator                            Type           Actual     Actual       Obj.      Mid-Year    Obj.           Target   
        Area                

 
 
 
 
 
 
 

 

Fire 
Percentage of fires 
confined to area(s) 
involved on arrival 

Effectiveness 99% 94% 85% 100% 85% 90% 

Fire 
Transmit an “all clear” 

within 10 minutes 
Effectiveness 82.6% 81% 80% 72% 80% 90% 

Fire 
Transmittal of “under 

control” within 15 minutes 
Effectiveness 86.9% 88% 80% 88% 85% 90% 

Fire / 
Special 

Operations 
Property saved to loss ratio Effectiveness 97.2% 99% 98% 98% 98% 98% 

Fire / 
Special 

Operations 

Property protected to lost 
ratio 

Effectiveness 99% 99% 99% 99% 99% 99% 

Fire / 
Special 

Operations 

Average travel time to 
priority 1 calls (in minutes) 

Effectiveness 4.0 4.2 <4.0 3.6 <4 <4 

Fire / 
Special 

Operations 

Percentage of first unit 
arrivals within 4 minutes 

(supp.) 
Effectiveness 75.3% 85% 85% 78.8% 85% 90% 

Fire / 
Special 

Operations  

Percentage of first unit 
arrivals within 4 minutes 

(EMS) 
Effectiveness 59% 72% 85% 72.5% 85% 90% 

Fire / 
Special 

Operations 

Percentage for full 
assignment arrival within 8 

minutes 
Effectiveness 71.7% 85% 85% 86% 85% 95% 

Fire / 
Special 

Operations 

Percentage of turnouts of 
less than 60 seconds (7:00am 

– 9:59pm) (0700-2200) 
Effectiveness 93.1% 92% 85% 92% 90% 90% 

Fire / 
Special 

Operations 

Percentage of turnouts of 
less than 90 seconds 

(10:00pm – 6:59am) (2201-0659) 
Effectiveness 92.8% 92% 89% 90% 90% 90% 
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BUDGET SUMMARY:  
 
 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Cost Center #: 4340
2009-2010 2010-2011 2011-2012 2011-2012 2012-2013 2012-2013

Actual 
Expenditures

Actual 
Expenditures

Council
Approved*

Actual 
Expenditures**

Manager
Recommended

Council
Approved

Personnel Services 10,637,917$      11,544,361$      11,317,926$     9,698,471$        11,244,959$        -$                     
Operations 1,265,029$        1,435,995$        2,000,219$       1,487,876$        1,935,577$          -$                     
Capital Outlay 600,114$           826,024$           405,359$          347,327$           464,347$             -$                     
Debt Service 340,168$           331,569$           232,403$          26,651$             855,649$             -$                     
Cost Allocations 616,168$           806,022$           541,879$          451,566$           496,883$             -$                     
Transfers 765,262$           762,201$           884,831$          512,235$           629,877$             -$                     

Total Expenditures 14,224,658$   15,706,171$   15,382,617$  12,524,125$   15,627,292$     -$                     

% budget change -3% 10% 2%

Total Revenues 263,587$         540,214$         511,142$       224,984$         513,142$          -$                     
Net Costs 13,961,071$   15,165,957$   14,871,475$  12,299,141$   15,114,150$     -$                     

* as amended
**as of May 9, 2012
Authorized FTE 170.00 182.00 182.00 182.00 181.00
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FIRE PREVENTION 
 
MISSION:  The Concord Department of Fire & Life 
Safety exists to reduce the loss of life and property, 
and to prevent injury to all shareholders and 
customers of the City of Concord.  The Department 
partners with each City department and the 
community to provide effective and efficient fire 
suppression, emergency medical care, life safety 
education, fire inspections, code enforcement, fire 
investigations, hazardous materials response and 
specialized rescue while maintaining a high level of 
training and personnel development. 
 
PROGRAM LOCATOR: 
   Fund:  General Fund  
      Functional Area:  Public Safety 
         Department:  Fire & Life Safety 
            Division:   Fire Prevention 
 
BUDGET & PERFORMANCE HIGHLIGHTS: 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
MAJOR SERVICE(S) PROVIDED: 
 Fire Inspections  
 Fire Investigations 
 Plan Review 
 Code Enforcement 
 

 

FY 2011-12 MAJOR ACCOMPLISHMENTS: 
 Implemented Shift Inspector/Investigator/Safety 

Officer Program. 
 Division met State Inspection Schedule for FY-12. 
 Division personnel completed various courses 

during the year in fire investigation and inspector 
upgrade classes to maintain NC Inspector 
Certifications. 

 Continued to effectively use personnel from other 
departments to meet required inspections. 

 Continued move toward paperless inspection 
format. 

 
FY 2012-13 MAJOR BUDGET CHANGES / NEW REQUESTS / 

FOCUS AREAS:  
 Continue to provide basic level inspection and 

investigation service to the community during 
current economic conditions. 

 
STEPS / PROGRAMS BEING UNDERTAKEN TO ENHANCE 

PERFORMANCE:   
  Processes to be updated to take advantage of 

more efficient record entry by Fire Prevention 
Staff. 

 Continue to evaluate existing inspection districts 
and reallocate inspection occupancy assignments 
due to realignment of functions in Fire Prevention 
to enhance efficiency. 

 Use of personnel from Planning and 
Neighborhood Development to augment the Fire 
Prevention staff with inspections. 
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PERFORMANCE GOALS: 

Major Service Area:  Fire Inspections 

Goal:  To provide and maintain a fire inspection and code enforcement program that meets all local, state, 
 and federal requirements in order to reduce the potential for future fires. 

Major Service Area: Fire Investigations 

 Goal:  To provide a system for fire cause determination in order to ensure timely indications of 
 incendiary or malicious trends. 

 

PERFORMANCE SUMMARY: 
            
        Major                  Performance                     Measure           FY10        FY11       FY12       FY12        FY13       Benchmark 
      Service                    Indicator                           Type              Actual     Actual       Obj.     Mid-Year    Obj.           Target   
        Area                

Fire 
Inspections 

% of fire code violations 
cleared within 90 days 

Effectiveness 94.5% 93% 95% 96% 95% 95% 

Fire 
Inspections 

% of level three 
occupancies inspected per 

year 
Effectiveness 100% 100% 100% 100% 100% 100% 

Fire 
Inspections 

% of level two occupancies 
inspected per year 

Effectiveness 100% 100% 100% 100% 100% 100% 

Fire 
Inspections 

% of level one occupancies 
inspected per three years 

Effectiveness 100% 100% 100% 100% 100% 100% 

Fire Invest.  
% of fires with cause 

determined 
Effectiveness 84% 92% 50% 82% 80% 50% 

 
 
BUDGET SUMMARY:  
 

Cost Center #: 4341
2009-2010 2010-2011 2011-2012 2011-2012 2012-2013 2012-2013

Actual 
Expenditures

Actual 
Expenditures

Council
Approved*

Actual 
Expenditures**

Manager
Recommended

Council
Approved

Personnel Services 368,907$              376,009$             440,904$           370,208$            451,932$             -$                     

Operations 8,045$                 8,386$                 18,507$             9,399$                16,015$               -$                     
Capital Outlay -$                        -$                        -$                     -$                       -$                        -$                     

Total Expenditures 376,952$            384,395$            459,411$         379,607$           467,947$            -$                     
% budget change -12% 2% 2%
* as amended
** as of May 9, 2012
Authorized FTE 6.00 6.00 6.00 6.00 6.00  
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FIRE TRAINING & SAFETY 
 
MISSION:  The Concord Department of Fire & Life 
Safety exists to reduce the loss of life and property, 
and to prevent injury to all shareholders and 
customers of the City of Concord.  The Department 
partners with each City department and the 
community to provide effective and efficient fire 
suppression, emergency medical care, life safety 
education, fire inspections, code enforcement, fire 
investigations, hazardous materials response and 
specialized rescue while maintaining a high level of 
training and personnel development. 
 
PROGRAM LOCATOR::  
   Fund:  General Fund  
      Functional Area:  Public Safety 
         Department:  Fire & Life Safety 
            Division:   Training 
BUDGET & PERFORMANCE HIGHLIGHTS: 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
MAJOR SERVICE(S) PROVIDED:  
 Manage Department Safety Program. 
 Manage Career Development Program, 

Continuing Education Program, Recruit Training 
Program and Specialized Training. 

 
FY 2011-12 MAJOR ACCOMPLISHMENTS: 

 Recruit Class 18 Graduation. 
 Swift Water Rescue Course Completed. 
 Reserve Firefighter Program Training Conducted. 
 Placed Pump Cutaway Prop In-Service. 

 Conducted Fire Officer I Certification Class.  
 Conducted Fire Officer II Certification Class. 
 Conducted Fire Instructor I Certification Class. 
 Conducted Fire Instructor II Certification Class. 
 Child Passenger Safety Seat Program. 
 Life Safety Education. 
 Officer Candidate School-I Class 5 Graduation. 
 AFFF annual burn completed for Airport’s FAA139 

Certification. 
 NCOSFM Driver Operator Courses presented. 
 2 Fire Instructor I Certification Courses presented. 
 1 Fire Instructor II Certification Courses 

presented. 
 Swift Water Rescue course completed for 

assigned personnel. 
 Conducted assessments for Battalion Chief, 

Battalion Captain, Captain, Specialist, Senior 
Firefighter, and Firefighter II. 

 Safety device placed on all bay doors to reduce 
apparatus incidents involving damage to doors. 

 New fitness assessment system implemented. 
 
FY 2012-13 MAJOR BUDGET CHANGES / NEW REQUESTS / 

FOCUS AREAS:  
 Inclusion of Life Safety Education (and 2 Educator 

positions) in the Training and Safety Division. 
 Conduct assessments for Battalion Chief, 

Battalion Captain, Captain, Specialist, Senior 
Firefighter, and Firefighter II. 

 Provide Safety updates as needed through year. 
 

STEPS / PROGRAMS BEING UNDERTAKEN TO ENHANCE 

PERFORMANCE:   
 Increased efforts toward safety training to curtail 

accidents and reduce injuries. 
 Increased emphasis on wellness activities to 

increase number of personnel reaching 
acceptable level of fitness. 

  Concerted effort toward specialty certification 
areas. 

 Continue training program for Reserve 
Firefighters to reach goal of this pool providing 
supplemental staffing. 
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PERFORMANCE GOALS: 

Major Service Area:  Safety 

Goal: To provide and maintain a work environment that meets and exceeds all safety standards to  include 
 station safety, incident safety, employee health, apparatus, and equipment safety in order to ensure optimal 
 physical fitness of Fire & Life Safety personnel.  

Major Service Area: Training 

 Goal:  To provide comprehensive continuing education, recruit training, and specialized training to ensure 
 personnel are prepared for incident response. 

Major Service Area:  Life Safety Education 

 Goal:  To provide educational programs to the community that stress total life safety in order to aid in 
 the prevention of accidents and injuries. 

 

PERFORMANCE SUMMARY: 
             
        Major                  Performance                     Measure           FY10       FY11        FY12        FY12         FY13       Benchmark 
      Service                    Indicator                            Type             Actual     Actual       Obj.       Mid-Year    Obj.           Target   
        Area                

    Safety 

% of department members 
scoring at or above 11 

METS on the annual fitness 
evaluation 

Effectiveness N/A N/A N/A N/A 90% 90% 

Safety 

% of department members, 
40 years or older, will 

complete 25 push ups or 
more on the annual fitness 

evaluation 

Effectiveness N/A N/A N/A N/A 75% 75% 

Safety 

% of department members, 
under the age of 40, will 
complete 30 push ups or 

more on the annual fitness 
evaluation 

Effectiveness N/A N/A N/A N/A 75% 75% 

Safety 

% of department personnel 
will perform the static 

plank for at least 2 minutes 
during the annual fitness 

evaluation 

Effectiveness N/A N/A N/A N/A 70% 70% 

Safety 
# of work-related injuries 

per 100 Firefighters 
Effectiveness     8 10.8 10 6 10 7 

Safety 
# of vehicle and equipment 

accidents 
Effectiveness 10.5 3.6 10 12 10 7 

Training 
% of personnel certified as 

Hazardous Material 
Technicians  

Effectiveness 53% 55% 60% 54% 60% 60% 

Training 
% of personnel certified as 

USAR Technicians  
Effectiveness 21% 21% 25% 26% 25% 25% 

Training 
% of personnel compliant 

with FAA 139 ARFF  
Effectiveness 12% 13% 12% 12% 12% 25% 

 
 

Life Safety 
Education 

 

% of residential fires where 
the dwelling has no 

working smoke alarms 
Effectiveness 6% 6% <15% <1% <10% 0% 

Life Safety  
Education 

% of fires where  juveniles 
are involved in ignition 

Effectiveness 3% 5% 5% <1% 5% <2.5% 
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BUDGET SUMMARY:  

 
Cost Center #: 4342

2009-2010 2010-2011 2011-2012 2011-2012 2012-2013 2012-2013

Actual 
Expenditures

Actual 
Expenditures

Council
Approved*

Actual 
Expenditures**

Manager
Recommended

Council
Approved

Personnel Services 191,637$            145,217$            184,671$          152,862$             299,067$              -$                    
Operations 77,684$              68,388$              72,855$            57,402$               85,181$                -$                    
Capital Outlay -$                       -$                       -$                    -$                       -$                        -$                    

Total Expenditures 269,321$          213,605$           257,526$        210,263$           384,248$            -$                    
% budget change -0.1% -21% 49%
* as amended
**as of May 9, 2012
Authorized FTE 2.00 2.00 2.00 2.00 4.00  
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EMERGENCY MANAGEMENT 
 
MISSION:  The Concord Department of Fire & Life 
Safety exists to reduce the loss of life and property, 
and to prevent injury to all shareholders and 
customers of the City of Concord.  The Department 
partners with each City department and the 
community to provide effective and efficient fire 
suppression, emergency medical care, life safety 
education, fire inspections, code enforcement, fire 
investigations, hazardous materials response and 
specialized rescue while maintaining a high level of 
training and personnel development. 
 
PROGRAM LOCATOR::  
   Fund:  General Fund 
      Functional Area:  Public Safety 
         Department:  Fire & Life Safety 
            Division:   Emergency Management 
 
BUDGET & PERFORMANCE HIGHLIGHTS: 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
MAJOR SERVICE(S) PROVIDED: 
 Emergency Management function for the City 

including preparedness, response, recovery and 
mitigation 

 Environmental response, inspection & follow-up 
 Concord Citizen Corps and associated programs 
  

FY 2011-12 MAJOR ACCOMPLISHMENTS: 
 Completed the 2012 Concord Regional Airport 

Emergency Operations Plan. 
 The annual Ready Kids Camp was recognized as a 

“best practice” for NC and the program was  
 

 
represented at a FEMA Region IV Conference. 

 Conducted a full scale exercise at Concord 
Regional Airport involving an active shooter and 
vehicle-borne improvised explosive device. 

 59% Hazmat response invoice recovery rate. 
 Responded to several severe weather events 

including a downburst which damaged Concord 
Regional Airport, removed a portion of Bassett 
Furniture’s Roof and toppled 15+ electrical poles 
on Concord Parkway. 

 Completed the Concord Hazard Mitigation Plan. 
 Developed a Debris Management Plan to 

increase the percentage of funding available for 
debris removal after a disaster. 

 Provided hazardous materials assistance for 
Marshville, NC. 

 Electric Utilities and Concord Fire provided 
mutual aide assistance for Hurricane Irene.  
Electric assisted in Farmville, Kinston, Rocky 
Mount and Tarboro with restoration of service.  
Concord Fire and Life Safety assisted an Engine 
Company in Hyde County.  

 Addressed internal policy due to the State 
covering remediation of chemicals found in Meth 
labs. 

 Completed the Lake Concord Dam Emergency 
Action Plan. 

 The City was re-certified as a Storm Ready 
Community. 

 Completed ten-year management of the 
Customer Care Center and transitioned its 
supervision to the City’s Customer Service 
Manager. 

 Increased public education participants to 11,560. 
 Implemented an evaluation program and school 

evacuation drills. 
 Installed 189 Child Passenger Safety Seats. 
 

FY 2012-13 MAJOR BUDGET CHANGES / NEW REQUESTS / 

FOCUS AREAS:  
 Transition the Call Center to Customer Service. 
 Risk Management and Emergency Management 

will be combined under the Assistant City 
Manager to better coordinate and address 
municipal risks. 

 
STEPS / PROGRAMS BEING UNDERTAKEN TO ENHANCE 

PERFORMANCE:   
 Combination of Risk/Emergency Management. 
 Evaluation of current committees to determine 

feasibility of combination of those with similar 
duties. 
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PERFORMANCE GOALS: 

Major Service Area:  Emergency Management 

Goal:  To promote public protective actions and domestic preparedness through a comprehensive  
 and effective emergency management program in order to mitigate against, prepare for, respond to, and 
 quickly recover from the multi-hazards that may impact the residents of the City of Concord. 

Major Service Area:  Life Safety Education 

 Goal:  To provide educational programs to the community that stress total life safety in order to aid in 
 the prevention of accidents and injuries. 

PERFORMANCE SUMMARY: 
            
        Major                  Performance                     Measure             FY10        FY11         FY12         FY12         FY13      Benchmark 
      Service                    Indicator                           Type                Actual     Actual        Obj.        Mid-Year     Obj.           Target   
        Area   

 
Emergency 

Mgt. 
 

% of schools in City that 
successfully pass annual 

tornado drills 
Effectiveness 100% 95% 75% NA NA 100% 

Emergency 
Mgt./Life 

Safety 

# of schools in City that 
successfully pass fire 

evacuation drills. 
Effectiveness * * 75% NA NA 100% 

Emergency 
Mgt. 

% of municipal 
departments passing 
annual safety drills 

(tornado, lockdown, fire) 

Effectiveness * * 100% NA NA 100% 

Emergency 
Mgt/Finance 

% of invoice response 
recovered 

Efficiency * * 70% 59% NA * 

Emergency 
Mgt. 

Increase the number of 
departments reporting 
Hazardous Materials 

storage 

Workload * * 75% NA NA 100% 

*New measures 
 
BUDGET SUMMARY:  
 

 

Cost Center #: 4343
2009-2010 2010-2011 2011-2012 2011-2012 2012-2013 2012-2013

Actual 
Expenditures

Actual 
Expenditures

Council
Approved*

Actual 
Expenditures**

Manager
Recommended

Council
Approved

Personnel Services 206,542$                212,892$            215,417$         182,243$             102,364$              -$                         
Operations 43,485$                  18,687$              53,270$           13,390$               27,271$                -$                         
Capital Outlay -$                           -$                       -$                    -$                        -$                         -$                         

Total Expenditures 250,026$               231,578$          268,687$       195,633$           129,635$             -$                        
% budget change -17% -7% -44%
* as amended
** as of May 9, 2012
Authorized FTE 2.80 2.85 2.85 2.85 1.00  
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PUBLIC WORKS 
 
OVERVIEW:  Public Works serves as the General Fund’s infrastructure function, providing basic services to both City 
departments and residents of Concord.  Public Works is comprised of Streets & Traffic, Powell Bill, Traffic Signals, 
Traffic Services, Solid Waste & Recycling, Cemeteries, and Fleet Services.  
 
DEPARTMENTS: 

Streets & Traffic: The   Streets   &   Traffic   Division is   responsible   for   the   management  of  traffic  and  
transportation engineering, project inspection, preventive maintenance, and repair of over 323 
miles of city streets with more than 414 miles of curb and gutter, over 199 miles of sidewalk , and 
16 bridges.  Additional information regarding the Streets & Traffic Division may be obtained by 
contacting Joseph K. Wilson III, P.E. Transportation Director, at (704) 920-5362 or via email at 
wilsonj@concordnc.gov.  

 
Powell Bill:  Powell   Bill   funds   originate   from  state-shared  gasoline  taxes  based  on a  formula  using  

population and qualified road miles.  The funds are restricted for use on maintenance of local 
streets, bridges, and sidewalks.  Additional information regarding Powell Bill may be obtained by 
contacting Joseph K. Wilson III, P.E., Transportation Director, at (704) 920-5362 or via email at 
wilsonj@concordnc.gov.  

 
Traffic Signals:  The Signal Division is responsible for the installation, maintenance, and operation of traffic  

control signals, intersection control beacons, and school zone flashers owned by the City of 
Concord.  Additional information regarding the Traffic Signal Division may be obtained by 
contacting Joseph K. Wilson III, P.E., Transportation Director, at (704) 920-5362 or via email at 
wilsonj@concordnc.gov.  

 
Traffic Services:  Traffic   Services  is  responsible  for  maintaining  and  installing  all  traffic-control  signs,  

markings, delineators, and warning devices on City streets.  In addition, Traffic Services provides 
traffic control for special events / projects and fabricates specialty signs and decals for other City 
departments as a team service.  Additional information regarding Traffic Services may be obtained 
by contacting Joseph K. Wilson III, P.E., Transportation Director, at (704) 920-5362 or via email at 
wilsonj@concordnc.gov.  

  
Solid Waste & Recycling:  Solid   Waste  &   Recycling   Services   provides  a  high   level  of  solid  waste  

removal services and recycling to residents as well as commercial recycling to Concord businesses.  
The City contracts residential curbside refuse and recycling collection to Waste Pro, Inc.  
Commercial recycling is contracted with Signature Waste and Benfield Sanitation.  Commercial 
refuse collection is privately contracted by each business.  Additional information regarding Solid 
Waste & Recycling may be obtained by contacting Allen Scott, Director of Solid Waste & Recycling, 
at (704) 920-5370 or via email at scotta@concordnc.gov. 

 
 Cemeteries:  The Cemeteries Division of the Buildings & Grounds Maintenance  Department provides burial  

services and grounds care at the three city owned cemeteries: Rutherford, West Concord, and 
Oakwood.  Additional information regarding the Cemeteries Division may be obtained by 
contacting David Ratchford, Director of Buildings & Grounds Maintenance, at (704) 920-5380 or via 
email at ratchfod@concordnc.gov.  

 
Fleet Services:  Fleet Services provides mechanical support for all of the City’s fleet, which consists of more 

than 800 vehicles and medium/heavy duty equipment.  Additional information regarding Fleet 
Services may be obtained by contacting Daniel Nuckolls, Director of Fleet Services, at (704) 920-
5431 or via email at nuckolls@concordnc.gov.  
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Public Works Expenditures
2009-2010 2010-2011 2011-2012 2011-2012 2012-2013 2012-2103

Actual
Expenditures

Actual
Expenditures

Council
Approved*

Actual
Expenditures**

Manager
Recommended

Council
Approved

By Department (General Fund)
Streets & Traffic 4,698,675$               4,328,205$          5,681,031$          3,801,553$        4,869,417$         -$                    
Powell Bill 2,123,145$               2,055,004$         1,765,346$         1,465,838$       839,292$            -$                   
Traffic Signals 704,399$                  502,067$            547,170$            456,663$          615,729$            -$                   
Traffic Services 505,295$                  477,504$            544,508$            430,994$          507,319$            -$                   
Solid Waste & Recycling 6,115,910$               8,180,287$         5,977,092$         4,498,562$       6,197,381$         -$                   
Cemeteries 521,157$                  475,793$            480,360$            377,526$          478,603$            -$                   
Fleet Services*** -$                            -$                       73,219$              460$                 -$                       -$                   

Total Expenditures 14,668,581$           16,018,861$      15,068,725$      11,031,596$    13,507,741$     -$                   
% budget change -6% 9% 18%
* as amended
** as of May 9, 2010
***Fleet Services moved to the General Fund in FY12. Past expenditures can be found in the Internal Service Fund. 
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STREETS AND TRAFFIC  
 
MISSION: The Streets & Traffic Division exists to 
manage, inspect, perform maintenance, and enhance 
the safety and serviceability of the City of Concord’s 
Street, Bike and Pedestrian Systems for the benefit 
and welfare of the traveling public. 
 
PROGRAM LOCATOR::  
   Fund:  General Fund 
      Functional Area:  Public Works 
         Department:  Transportation 
            Division:  Streets and Traffic  
 
BUDGET & PERFORMANCE HIGHLIGHTS: 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
MAJOR SERVICES (S) PROVIDED: 
 Non-Powell Bill eligible Roadway Maintenance 

and small Construction or Enhancement Projects 
 Emergency response and resolution of service 

area street problems. 
 Traffic Engineering, Technical Support, Contract 

and Customer Services 
 Infrastructure Inspection and Quality Assurance 

 
FY 2011-12 MAJOR ACCOMPLISHMENTS: 
 Provided $500,000 dedicated by City Council for 

additional street resurfacing in order to improve 
the City’s ratio of lane miles resurfaced each year. 

 Provided 37% funding to complement 63% 
Powell Bill funding to replace one dump truck, 
one limb chipper, and one skid steer with 
implements. 

 Provided funding for maintenance and small 
construction operations on non-Powell Bill 

eligible and NCDOT facilities in order to provide a 
higher level of service to the citizens of Concord. 

 Continued citizen education efforts through 
Recognized Neighborhood group meetings, Civic 
Ed, and Concord 101. 

 
FY 2012-13 MAJOR BUDGET CHANGES / NEW REQUESTS / 

FOCUS AREAS:  
 Continue funding initiative to repave additional 

streets annually to improve the City’s average 
pavement rating percentage based on lane-miles 
maintained to 85% or better. 

 Provide 37% funding to complement 63% Powell 
Bill funding to replace two equipment trailers and 
one dump truck. 

 Provide partial funding for 3-way share among 
Streets and Traffic, Powell Bill, and Signals for 
mini-excavator to perform various trenching work 
(sidewalk maintenance, signal and 
communication fiber installation, etc.) in 
constrained locations. 

 Provide emphasis on maintaining current level of 
service (LOS) within approved funding 
allocation(s). 

 Evaluate use of private sector contracting for 
specialized, non-Powell Bill eligible maintenance 
operations to achieve maximum efficiency using 
available funding. 

 Continue funding to provide career development 
programs to increase coworker proficiency 
through Rowan Cabarrus Community College 
(RCCC) and Institute for Transportation Research 
and Education (ITRE). 

 Continue citizen education efforts through 
Recognized Neighborhood group meetings, Civic 
Ed, and Concord 101. 

 
STEPS / PROGRAMS BEING UNDERTAKEN TO ENHANCE 

PERFORMANCE:   
 Continue to explore new methods to improve 

operational procedures to achieve higher benefit 
cost ratios for all programs, services, and 
activities performed by the Street and Traffic 
Division.  

 Continue use of asset-resource management 
software to evaluate performance effectiveness 
to maximize effectiveness and efficiency of non- 
Powell Bill operations. 

 Continue to participate in the UNC Institute of 
Government’s Benchmarking Project to measure 
service profiles against other NC cities of 
comparable population size. 

 Monitor and quickly identify potential 
expenditure problems and improve management 
of assets through the use of monthly budget and 
work plan review meetings. 

$1,500,000 
$2,250,000 
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% of Utility Cuts & Other Non-Pothole 
Repair Requests Completed within       

24 hrs of Being Logged

Actual Objective
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PERFORMANCE GOALS: 

Major Service Area:  Roadway Maintenance and Construction 
Goal:  To provide maintenance and small construction enhancements on all streets within the City of 
Concord to benefit citizens and the traveling public in order to facilitate the movement of people, goods, 
and services. 

Major Service Area: Infrastructure Inspection and Quality Assurance 

 Goal: To provide a system of regular inspections and project quality control on a continuing, systematic 
basis to serve both internal and external customers and to ensure Council Goals are met within the limits of 
fiscal constraints. 

Major Service Area: Traffic Engineering, Technical and Customer Services  
 Goal:  To investigate traffic inquiries, complaints, and service requests, apply technical expertise, and 

administer departmental work plans to provide excellent service to both internal and external customers in 
order to ensure Council Goals are met and to provide for an adequate, safe local transportation system. 

 

PERFORMANCE SUMMARY: 
                        
        Major                  Performance                     Measure           FY10       FY11        FY12       FY12        FY13      Benchmark 
      Service                    Indicator                           Type              Actual     Actual        Obj.    Mid-Year    Obj.           Target   
        Area                

Traffic Eng., 
Tech. & 

Customer 
Service 

Average response / 
analysis time (in days) for 
traffic safety and speeding 

complaints 

Effectiveness 21 16 18 20 18 18 

Roadway 
Maint. & 
Constr. 

% of repairs to utility cuts 
and other non-pothole 

repair customer requests 
completed within 24-hrs. of 

being logged 

Effectiveness 97% 78% 97% 81% 90% 95% 

Traffic Eng., 
Tech. & 

Customer 
Service 

% of customer inquiries 
responded to within 24-hrs 

Effectiveness 91% 94% 95% 94% 95% 95% 

 
BUDGET SUMMARY:  
 

Cost Center #: 4510
2009-2010 2010-2011 2011-2012 2011-2012 2012-2013 2012-2013

Actual 
Expenditures

Actual 
Expenditures

Council
Approved*

Actual 
Expenditures**

Manager
Recommended

Council
Approved

Personnel Services 615,561$           639,398$           1,636,011$       635,318$            1,642,084$         -$                    
Operations 830,122$           426,277$           1,467,867$       845,719$            935,543$            -$                    
Capital Outlay 62,571$             211,658$           73,630$            69,480$              57,550$              -$                    
Debt Service 655,490$           590,190$           232,403$          26,651$              225,230$            -$                    
CIP Projects -$                      -$                      -$                    -$                       -$                       -$                    
Cost Allocations 436,171$           422,533$           280,402$          233,668$            290,335$            -$                    
Transfers 2,098,760$         2,038,149$        1,990,718$      1,990,718$        1,718,675$         -$                   

Total Expenditures 4,698,675$       4,328,205$      5,681,031$     3,801,553$       4,869,417$       -$                    
% budget change 0.4% -8% -14%

Total Revenues 366,227$          277,334$         425,400$        240,166$          397,688$          -$                    
Net Costs 4,332,448$       4,050,871$      5,255,631$     3,561,387$       4,471,729$       -$                    

* as amended
** as of May 9, 2012
After adoption, Personnel costs are allocated back to Powell Bill funds using project hours.
Authorized FTE 26.00 27.00 27.00 27.00 27.00   
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POWELL BILL  
 
MISSION:  Powell Bill funds are used to maintain and 
enhance City of Concord Street, Bike, and Pedestrian 
Systems for the benefit and welfare of the traveling 
public through the restricted local use of state-shared 
motor vehicle fuel taxes. 
 
PROGRAM LOCATOR::  
   Fund:  General Fund  
      Functional Area:  Public Works 
         Department:  Transportation    
             Division:   Powell Bill 
       
BUDGET & PERFORMANCE HIGHLIGHTS: 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
MAJOR SERVICE(S) PROVIDED: 
 Roadway Infrastructure Maintenance  
 Bridge Maintenance  
 Right-of-Way and Sidewalk Maintenance 
 

FY 2011-2012 MAJOR ACCOMPLISHMENTS: 
 Secured 2011 Powell Bill allocation funds used for 

local street system maintenance in the amount of 
$2,101,620. 

 Provided funding for specialized Powell Bill 
eligible private sector  contract services  such as 
consulting engineering for bridge inspections, 
tree and limb removal, guardrail maintenance, 
sidewalk system rehabilitation, installation of  
 
 
 

 
raised pavement markers and thermoplastic 
pavement markings on City Streets.   

 Provided 63% funding to complement 37% 
General Fund funding to replace one dump truck, 
one limb chipper, and one skid steer with 
implements. 

 Continued to focus on maximizing the 
effectiveness of City street resurfacing, street 
right-of-way, and sidewalk maintenance 
operations.  

  
FY 2012-13 MAJOR BUDGET CHANGES / NEW REQUESTS / 
FOCUS AREAS:  
 Continue to focus on reducing the current street 

repaving cycle time by maximizing the number of 
lane miles resurfaced with available Powell Bill 
funds and to provide regular street maintenance, 
sidewalk maintenance, bridge maintenance, and 
street right-of-way operations. 

 Provide 63% funding to complement 37% non-
Powell Bill funding to replace two equipment 
trailers and one dump truck. 

 Provide partial funding for 3-way share among 
Streets and Traffic, Powell Bill, and Signals for 
mini-excavator to perform various trenching work 
(sidewalk maintenance, signal and 
communication fiber installation, etc.) in 
constrained locations. 

 Provide 100% funding to replace (2) 8.1 cu. yd. 
Vee-type box spreaders and (1) snow plow. 

 Continue to provide funding for specialized 
Powell Bill eligible private sector contract services 
such as consulting engineering for bridge 
inspections, tree and limb removal, guardrail 
maintenance, railroad arm gear maintenance and 
installation of raised pavement markers and 
thermoplastic pavement markings on City streets. 

 
STEPS / PROGRAMS BEING UNDERTAKEN TO ENHANCE 
PERFORMANCE:   
 Continue to explore new methods to improve 

operational procedures to achieve higher benefit 
cost ratios for all programs, services, and activities 
performed under Powell Bill line items. 

 Continue to use of asset-resource management 
software to evaluate and maximize effectiveness 
and efficiency of Powell Bill operations. 

 Continue to participate in the UNC Institute of 
Government’s Benchmarking Project to measure 
service profiles against other NC cities of 
comparable population size. 

 Monitor and quickly identify potential 
expenditure problems and improve management 
of assets through the use of monthly budget and 
work plan review meetings. 
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PERFORMANCE GOALS: 

Major Service Area:  Roadway Maintenance and Enhancement 
Goal:  To provide roadway maintenance and enhancement services on City streets for the traveling public in 
order to facilitate the movement of people, goods, and services at a safe, acceptable, and cost effective Level 
of Service (LOS). 

Major Service Area:  Bridge Maintenance and Upkeep  
Goal:  To provide regular bridge maintenance on City bridges for the traveling public in order to keep this 
infrastructure in an acceptable condition. 

Major Service Area: Right-of-Way Operations 

 Goal: To provide maintenance of City street rights-of-way for City citizens and the traveling public in order 
to provide clean, visually appealing, and  safe roadways. 

 

PERFORMANCE SUMMARY:: 
       Major                  Performance                     Measure           FY10        FY11        FY12         FY12          FY13      Benchmark 
      Service                    Indicator                           Type              Actual     Actual        Obj.      Mid-Year       Obj.           Target   
        Area          

Roadway 
Maint. & 

Construct. 

Cost of asphalt 
maintenance per lane mile 

Efficiency $1,453 $2,462 $1,800 

Will be 
avail. 
Oct. 
2012 

$2,000 $1,700 

Roadway 
Maint. & 

Construct. 

% of reported pot holes 
repaired within 24-hours 

Effectiveness 97% 83% 85% 97% 90% 95% 

Bridge 
Maint. & 
Upkeep 

% of City bridges rated at 
good or better on a bi-

annual basis 
Effectiveness 63% 

Next 
Rating 
2012 

85% 
Next 

Rating 
2012 

85% 100% 

Roadway 
Maint. & 

Construct. 

Average pavement rating 
% of entire City in lane-

miles 
Effectiveness 

New 
for 

FY12 

New 
for 

FY12 
85% 82% 85% 85% 

ROW Maint. 
Ops 

% of mowing routes rated 
monthly at satisfactory or 

better during growing 
season 

Effectiveness 100% 98% 95% 100% 95% 95% 

 
BUDGET SUMMARY: 
  

 Cost Center #: 4511
2009-2010 2010-2011 2011-2012 2011-2012 2012-2013 2012-2013

Actual 
Expenditures

Actual 
Expenditures

Council
Approved

Actual 
Expenditures**

Manager
Recommended

Council
Approved

Personnel Services 978,910$           998,862$             6,000$              725,016$           6,000$                 -$                     
Operations 929,210$           807,080$             1,580,433$       576,794$           691,542$             -$                     
Capital Outlay 169,344$           163,549$             178,913$          164,027$           141,750$             -$                     
Cost Allocations 45,680$             46,473$               -$                     -$                      -$                        -$                     
Transfers -$                      39,040$               -$                     -$                      -$                        -$                     

Total Expenditures 2,123,145$     2,055,004$       1,765,346$    1,465,838$     839,292$          -$                     

% budget change -3% -3% -52%

Total Revenues 2,047,946$     2,088,751$       2,096,560$    2,101,620$     2,100,000$       -$                     
Net Costs 75,199$           (33,747)$           (331,214)$      (635,782)$       (1,260,708)$      -$                     

* as amended
**as of May 9, 2012
Authorized FTE 0.00 0.00 0.00 0.00 0.00

Note: Powell Bill monies fund approximately 70% of Streets & Traffic Division field employees, however for budgeting
purposes, Transportation salaries are budgeted in 4510 Streets & Traffic and allocated back to 4511 during the year.
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TRAFFIC SIGNALS  
 
MISSION: The Signal Division maintains, optimizes, and 
enhances traffic control signals, intersection control 
beacons, and school zone flashers, owned by the City 
of Concord and the NCDOT for the benefit and 
welfare of the traveling public.  Additionally, the 
Signal Division manages and maintains the City’s fiber 
optic communications network. 
 
PROGRAM LOCATOR::  
   Fund:  General Fund 
      Functional Area:  Public Works 
         Department:  Transportation 
            Division: Traffic Signals  
 
BUDGET & PERFORMANCE HIGHLIGHTS: 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
MAJOR SERVICE(S) PROVIDED: 
 Maintenance of 111 Traffic Control Signals, 6 

Intersection Control Beacons, 22 School Zone 
Flashers, and 8 Pedestrian Signal Heads. 

 Signal optimization and equipment diagnostic 
services. 

 Manages and maintains the City’s fiber optic 
network. 

 Emergency response and resolution of service 
area signal problems. 

 
FY 2011-12 MAJOR ACCOMPLISHMENTS: 

 Continued expansion of the Traffic Management 
Center and the interlinking of coordinated signal 
systems in the Concord service area. 

 Entered into a new Schedule C and Schedule D 
municipal maintenance agreement with the 

NCDOT for maintenance operations are 
reimbursement schedules on NCDOT signals in 
the Concord service area. 

 Completed installation of new, solar powered 
school zone flasher assemblies at Weddington 
Hills Elementary and Harold E. Winkler Middle 
Schools. 

 
FY 2012-13 MAJOR BUDGET CHANGES / NEW REQUESTS / 
FOCUS AREAS:  

 Provide funding for replacement of Signal 
Division service vehicle SG-001. 

 Provide partial funding for 3-way share among 
Streets and Traffic, Powell Bill, and Signals for 
mini-excavator to perform various trenching work 
(sidewalk maintenance, signal and 
communication fiber installation, etc.) in 
constrained locations. 

 Provide local funding match for Federal Grant for 
(if approved) Intelligent Transportation System 
(ITS) architecture associated Traffic Management 
Center operations. 

 Provide funding to complete the CMS Buffer 
Zone Grant. 

 Provide emphasis on maintaining current level of 
service (LOS) within approved funding 
allocation(s). 

 Continue funding for expansion of the Traffic 
Management Center and coordinated signal 
systems in the Concord service area. 

 Continue funding for Schedule C and Schedule D 
maintenance on NCDOT signals in the Concord 
service area to supplement NCDOT 
reimbursements.  

 
STEPS / PROGRAMS BEING UNDERTAKEN TO ENHANCE 
PERFORMANCE:   
 Continue upgrades and expansion of operations 

at the Traffic Management Center. 
 Continue and expand use of signal system 

optimization and asset management software. 
 Continue to explore new methods to improve 

operational procedures to achieve higher benefit 
cost ratios for all programs, services, and activities 
performed by the Traffic Signals Division.  

 Provide continuing education and training 
opportunities through offerings of NCDOT and 
IMSA courses. 

 Monitor and quickly identify potential 
expenditure problems and improve management 
of assets through the use of monthly budget and 
work plan review meetings. 
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PERFORMANCE GOALS: 

Major Service Area:  Signal, Beacon, and Flasher Maintenance 

Goal:  To provide programmed maintenance and emergency service to signals, beacons and flashers in 
order to ensure public confidence in the Concord area’s signalized traffic control system. 

Major Service Area:  Signal Optimization 

Goal:   To provide regular, scheduled maintenance service on non-coordinated system signals to the 
traveling public in order to meet or exceed NCDOT Schedule C standards. 

Goal:   To provide regular, scheduled optimization service on eight area coordinated system signals to the 
traveling public in order to meet or exceed NCDOT Schedule D standards. 

 

PERFORMANCE SUMMARY: 
                         
        Major                  Performance                      Measure          FY10        FY11       FY12         FY12        FY13      Benchmark 
      Service                    Indicator                            Type             Actual     Actual       Obj.       Mid-Year     Obj.           Target   
        Area               

Signal 
Emergency 

Maint. 

% on-site response to 
malfunctioning signals 
made within 2-hrs or 

less 

Effectiveness 100% 100% 100% 100% 100% 100% 

Signal 
Indication 

Maint. 

% of repairs to 
indication failures within 

24-hrs or less 
Effectiveness 99% 98%  100% 95% 100% 100% 

Signal  
Preventative 

Maint. 

% of NCDOT signals 
checked on time to meet 
Schedule C requirement 

(once/year) 

Effectiveness 100% 56% 100% 80% 100% 100% 

  
 
 
BUDGET SUMMARY:  
 

Cost Center #: 4513 
2009-2010 2010-2011 2011-2012 2011-2012 2012-2013 2012-2013

Actual 
Expenditures

Actual 
Expenditures

Council
Approved

Actual 
Expenditures**

Manager
Recommended

Council
Approved

Personnel Services 186,329$              223,455$           221,655$          194,160$           229,206$            -$                    
Operations 285,544$              228,235$           281,956$          218,622$           295,965$            -$                    
Capital Outlay -$                        23,387$             15,000$            19,250$            60,000$              -$                    
Cost Allocations 27,526$                26,991$             23,559$            19,632$            30,558$              -$                    
Transfers 205,000$              -$                     5,000$            5,000$             -$                       -$                   

Total Expenditures 704,399$            502,067$         547,170$        456,663$         615,729$          -$                    
% budget change -30% -29% 13%

Total Revenues 112,000$            126,357$         155,000$        91,501$           157,000$          -$                    
Net Costs 592,399$            375,710$         392,170$        365,162$         458,729$          -$                    

* as amended
** as of May 9, 2012
Authorized FTE 3.00 4.00 4.00 4.00 4.00  
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TRAFFIC SERVICES  
 
MISSION:  Traffic Services exists to maintain, evaluate, 
and enhance traffic control signs, pavement markings, 
and traffic safety measures on the City of Concord’s 
Street, Bike, and Pedestrian Systems for the benefit 
and welfare of the traveling public.  
  
PROGRAM LOCATOR:  
   Fund:  General Fund 
      Functional Area:  Public Works 
         Department:  Transportation 
            Division:  Traffic Services  
 
BUDGET & PERFORMANCE HIGHLIGHTS: 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
MAJOR SERVICE(S) PROVIDED: 
 Maintenance of Traffic Control Signage and 

Pavement Markings. 
 Provide Traffic Services Technical Assistance as 

related to Work Zone, Detour Routing, and 
Special Events signage. 

 Emergency response and resolution of service 
area signage problems. 

 Design and Install Custom Signs and Decals for 
Internal Customers and for Recognized 
Neighborhoods. 

 
 

FY 2011-12 MAJOR ACCOMPLISHMENTS: 
 Completed all objectives of the Overhead Street 

Blade Program. 
 Expanded traffic and pedestrian control support 

associated with special events and activities in the 
City of Concord. 

 Assumed all work responsibility associated with 
the decal striping of City of Concord vehicles. 

 Continued the Regulatory and Warning Sign and 
the Raised Pavement Marker maintenance 
programs. 

 
FY 2012-13 MAJOR BUDGET CHANGES / NEW REQUESTS / 

FOCUS AREAS:  
 Continue funding for retroreflective and 

spectroanalysis compliance surveys to maintain a 
current inventory database coupled with asset-
resource management control through GIS and 
Cityworks to comply with FHWA and MUTCD 
regulations. 

 Continue funding of the Raised Pavement Marker 
program on major City streets to provide positive 
guidance for drivers during low-light and 
inclement weather conditions. 

 Provide emphasis on maintaining current level of 
service (LOS) within approved funding 
allocation(s). 

 
STEPS / PROGRAMS BEING UNDERTAKEN TO ENHANCE 

PERFORMANCE:   
 Continue to explore new methods to improve 

operational procedures to achieve cost savings 
for all programs, services, and activities 
performed by the Traffic Services Division.  

 Continue use of asset-resource management 
programs to provide prompt replacement of 
deficient or missing regulatory and warning signs 
and to evaluate performance effectiveness with 
regards to such.  

 Provide opportunities for career development 
programs to increase coworker proficiency thru 
IMSA and RCCC. 

 Monitor and quickly identify potential 
expenditure problems and improve management 
of assets through the use of monthly budget and 
work plan review meetings. 
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PERFORMANCE GOALS: 

Major Service Area:  Traffic Control Signage and Pavement Markings 
Goal:  To maintain and provide traffic control signs and pavement markings for the traveling public in order 
to promote safety and the orderly movement of traffic. 

Major Service Area: Traffic Services Technical Assistance  

Goal:  To provide technical assistance to internal customers in order to support their work operations where 
temporary traffic control set-ups or pavement markings are warranted.  

Major Service Area: Custom Signs and Decals 

Goal:  To provide custom sign and decal services to internal customers and Recognized Neighborhoods in 
order to support emergency vehicle identification and recognition goals.  

Goal:  To provide signing of Zoning Public Hearing Notices for the City of Concord Development Services 
Department in order to meet time posting requirements under the North Carolina General Statues. 

PERFORMANCE SUMMARY: 
                     
        Major                  Performance                     Measure           FY10        FY11        FY12       FY12        FY13       Benchmark 
      Service                    Indicator                           Type              Actual     Actual        Obj.      Mid-Year    Obj.           Target   
        Area          

Traffic 
Control 

Signage & 
Pavement 
Markings 

% of STOP sign knock 
downs responded to within 

1 hour 
Effectiveness 100% 100% 100% 100% 100% 100% 

Traffic 
Control 

Signage & 
Pavement 
Markings 

% of in-field work orders 
for regulatory or warning 
sign replacements made 

within 72 hours 

Effectiveness 100% 84% 95% 100% 95% 95% 

Traffic 
Control 

Signage & 
Pavement 
Markings 

% of programmed sign 
replacements made within 

one week of scheduling  
Effectiveness 100% 100% 100% 100% 100% 100% 

Traffic 
Services 

Tech. 
Assistance 

% of on-call assistance for 
utility emergency or 

incident operations made 
within two hours 

Effectiveness 100% 100% 100% 100% 100% 100% 

Custom 
Signs & 
Decals 

% of custom sign requests 
completed within 2 weeks 

for internal customers 
Effectiveness 100% 100% 100% 100% 100% 100% 

Custom 
Signs & 
Decals 

% of rezoning and special 
use notice postings made 
accurately within the legal 

time requirement 

Effectiveness 100% 100% 100% 100% 100% 100% 
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BUDGET SUMMARY: 
 
Cost Center # 4514

2009-2010 2010-2011 2011-2012 2011-2012 2012-2013 2012-2013

Actual 
Expenditures

Actual 
Expenditures

Council
Approved*

Actual 
Expenditures**

Manager
Recommended

Council
Approved

Personnel Services 303,720$           296,661$            299,935$          254,017$          300,874$             -$                    
Operations 156,136$           125,487$            202,368$          133,278$          181,931$             -$                    
Capital Outlay -$                      16,404$              -$                    6,525$              -$                       -$                    
Cost Allocations 45,439$             38,953$             30,180$           25,150$           24,514$               -$                   

Transfer -$                      -$                      12,025$           12,025$           -$                       -$                   

Total Expenditures 505,295$         477,504$          544,508$        430,994$        507,319$           -$                    
% budget change -16% -5% -7%

Total Revenues 4,318$             3,995$              4,000$            3,320$             2,500$               -$                    
Net Costs 500,977$         473,509$          540,508$        427,674$        504,819$           -$                    

* as amended
** as of May 9, 2012
Authorized FTE 6.00 5.00 5.00 5.00 5.00  
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SOLID WASTE & RECYCLING 
 
MISSION:  The Solid Waste & Recycling department 
exists to provide residential garbage, recycling, yard 
waste collection and disposal, and provides 
businesses with waste reduction and recycling 
opportunities in order to protect and preserve public 
health and safety, and to protect and enhance the 
physical environment. 
 
PROGRAM LOCATOR::  
   Fund:  General Fund 
      Functional Area:  Public Works 
         Department:  Solid Waste & Recycling 
            Division:   N/A 
 
BUDGET & PERFORMANCE HIGHLIGHTS: 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
MAJOR SERVICE(S) PROVIDED: 
 Residential Garbage, Bulky, and Recycling 

Collection 
 Commercial Cardboard, Office Paper, and 

Commingled Recycling Collection Programs 
 Yard Waste Collection 
 White Goods, Metal, Tire, Electronic Waste and 

Building Material Collection  
 
FY 2011-2012 MAJOR ACCOMPLISHMENTS: 
 Successfully transitioned to a new waste 

collection contractor and implemented 
automated garbage and recycling collection 
program. 

 Recycling participation has increased from 62% 
to 68% with transition from bins to rollout carts 
and automated collection. 

 The average monthly recycling tonnage has 
increased from 315 to 462 tons per month for a 
47% increase compared to the first 6 months of 
FY 2011. 

 Conducting monthly crew meetings to review 
performance data and to solicit Coworker input 
to establish appropriate performance measures 
and evaluate cost reduction measures for yard 
waste and City-provided recycling services. 

 Constructed loose leaf processing facility at 
Brown Operations Center that doubled leaf 
collection productivity on the Monday & Tuesday 
collection routes by reducing the off-route time 
and achieving a corresponding savings in 
transportation cost.  Off-route time was reduced 
from 60 – 90 minutes to 15 – 30 minutes per 
load. 

 
FY 2012-13 MAJOR BUDGET CHANGES / NEW REQUESTS / 
FOCUS AREAS: 
 Continue to focus public education and 

communication program to increase the number 
of customers calling to schedule bulky waste 
collection. 

 Construction of a Solid Waste Shelter and 
Operations Center for cart and equipment 
storage. 

 Continue to identify waste reduction and 
promotion of recycling to show good faith effort 
in achieving NC state-wide waste reduction goal 
of 40% below the FY 1991-1992 per capita waste 
generation rate. 

 
STEPS / PROGRAMS BEING UNDERTAKEN TO ENHANCE 
PERFORMANCE:   
 Continue new collection program 

implementation and customer education efforts 
about changes in service and pre-collection 
requirements. 

 Continue CityWorks implementation to monitor 
weekly Yard Waste Collection Performance. 

 Develop appropriate performance measures for 
individual Yard Waste crews. 

 Continue to meet with individual crews to discuss 
performance measures and achievable goals. 

 Continue to utilize all practical methods including 
press releases, utility bill inserts, and ConnectCTY 
to notify citizens of the leaf collection schedule 
and any changes that might occur during the 
season. 

 Continue conducting customer satisfaction survey 
that will target recycling participation and other 
service areas in the City of Concord. 

 Implement Pilot Mobile 311 program to reduce 
yard waste collection operating costs by 
scheduling and dispatching collection crews to 
yard waste locations. 
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PERFORMANCE GOALS: 

Major Service Area:  Residential Garbage/Bulky/Recycling Collection 

Goal: To provide residential garbage, bulky and recycling collection to city residents in order to maintain 
a safe and healthy living environment for present and future generations to live, grow, and work. 

Major Service Area:  Commercial Cardboard/Office Paper/Commingled Recycling Collection 

Goal: To provide attractive commercial recycling programs to businesses in order to promote waste 
reduction and to provide cost reduction opportunities in the business community.   

Major Service Area:  Yard Waste Collection 

Goal: To provide yard waste collection to City residents in order to keep neighborhoods clean and 
attractive.   

Major Service Area:  White Goods, Metal, Tire, & Building Material Collection 

Goal: To provide white goods, tire, electronic waste and building material collection to City residents in 
order to provide residents a full range of Solid Waste & Recycling services and follow NC State laws 
regarding recycling white goods and tires.   

 

PERFORMANCE SUMMARY: 
            
   Major                  Performance                           Measure          FY10        FY11       FY12       FY12         FY13      Benchmark 
  Service                  Indicator                                  Type             Actual     Actual       Obj.      Mid-Year    Obj.           Target   
   Area                

Residential 
Garbage 

Collection 
Tons per 1,000 residents Workload 324 300 355 143 300 292 

Residential 
Garbage 

Collection 

Average # of hours from 
scheduled to completion of 
Contractor’s Garbage work 

orders 

Effectiveness 13 5 10 4 3.75 3.5 

Residential 
Garbage & 

Bulky 
Collection 

Contractor complaints per 
1,000 collection points 

Efficiency 16 26 27 9 20 18 

Residential 
Bulky 

Collection 

Avg. hours from scheduled 
to completion of 

Contractor’s Bulky work 
orders 

Effectiveness 15 6 11 3 10 8 

Residential 
Recycling 
Collection 

% of customers 
participating in curb-side 

recycling program 
Effectiveness 68% 62%** 70% 68% 72% 80% 

Residential 
Recycling 
Collection 

Average # of hours from 
scheduled to completion of 

Contractor’s Harris 
Recycling work orders 

Effectiveness 14 6 11 4 10 8 

Residential 
Recycling 
Collection 

Avg. pounds of recyclables 
collected per household 

served per year in curbside 
recycling program  

Effectiveness 247 259 265 199 400 400 

Commercial 
Recycling 
Collection 

# of commercial 
corrugated recycling 

customers 
Workload 369 373 380 393 398 425 

Commercial 
Recycling 
Collection 

# of commercial office 
paper recycling customers 

Workload 201 208 205 207 210 219 

Yard Waste 
Collection 

Complaints Per 10,000 
Collection Points (City) 

Efficiency 105 127 70 27 45 26 

*Please note that beginning in FY12, the City is changing solid waste providers from Allied Waste to Waste Pro and will continue to track these measures with the new provider. 
**The participation rate for FY2011 has been recalculated and revised from 71% to 62%.  The measured 68%in FY2012 mid-year participation rate is accurate, and with 46 % 
increased tons of recyclables, the estimated 71% was too high. 
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BUDGET SUMMARY: 

 
Cost Center #: 4520

2009-2010 2010-2011 2011-2012 2011-2012 2012-2013 2012-2013
Actual 

Expenditures
Actual 

Expenditures
Council

Approved*
Actual 

Expenditures**
Manager

Recommended
Council

Approved
Personnel Services 1,677,917$          1,668,383$          1,688,108$          1,351,183$          1,735,001$          -$                       
Operations 3,990,462$          5,957,522$          3,859,988$          2,792,929$          3,731,629$          -$                       
Capital Outlay -$                       98,105$              310,000$            255,287$            317,500$            -$                       
Transfers -$                       -$                       -$                       -$                       240,000$            -$                       
Cost Allocations 447,531$            456,276$           118,996$           99,163$             173,251$            -$                      

Total Expenditures 6,115,910$        8,180,287$        5,977,092$        4,498,562$        6,197,381$        -$                      
% budget change -7% 34% 4%

Total Revenues 1,092,049$        1,839,960$        1,700,500$        1,581,832$        1,796,700$        -$                      
Net Costs 5,023,861$        6,340,327$        4,276,592$        2,916,730$        4,400,681$        -$                      

* as amended
** as of May 9, 2012
Authorized FTE 36.50 33.00 31.00 31.00 31.00  
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CEMETERIES 
 
MISSION:  The Cemetery Division provides for the 
comprehensive and continuous operation and 
maintenance of the City cemeteries in an efficient, 
accurate and professional manner. 
 
PROGRAM LOCATOR::  
   Fund:  General Fund 
      Functional Area:  Public Works  
         Department:  Cemeteries 
            Division:  N/A 
 
BUDGET & PERFORMANCE HIGHLIGHTS: 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
MAJOR SERVICE(S) PROVIDED: 
  Cemetery Operations 

 
FY 2011-12 MAJOR ACCOMPLISHMENTS: 

 Removed dead and dying trees from all 
cemeteries. 

 Continued to promote the Columbarium by 
installing directional signage. 

 Completed the tree re-planting program. 
 Restored the two Rutherford signs at the main 

entrance to the cemetery. 
 Consolidated all customer service functions at 

one location. 
 Changed after hours and weekends on call 

contact from a pager to a cell telephone. 
 Continued tree feeding program. 

 Made repairs to several 100 year old or older 
monuments. 

 Completed extensive tree evaluation and 
trimming program. 

 Completed final phase of re-paving at Oakwood. 
 

FY 2012-13 MAJOR BUDGET CHANGES / NEW REQUESTS / 

FOCUS AREAS:  
 Replace one 48 inch mower. 
 Expand advertising of the Columbarium at 

Oakwood. 
 
STEPS / PROGRAMS BEING UNDERTAKEN TO ENHANCE 

PERFORMANCE:   
 Continue open line of communication between 

Cemetery Division and Funeral Homes. 
 Cemetery Division conducts customer service 

satisfaction surveys with Funeral Homes and 
responds to feedback. 

 Cemetery Division employees will attend 
Customer Service and Career Development 
training to enhance their performance. 

 Continue efforts to research ownership of 
individual, inactive plots. 
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PERFORMANCE GOALS: 

Major Service Area:  Cemetery Operations 

Goal:   To provide efficient, accurate and professional burial services to cemetery customers. 

Goal:   To maintain the Cemetery grounds to the highest standards in order to meet or exceed visitor 
 expectations. 

 

PERFORMANCE SUMMARY: 
            
        Major                  Performance                     Measure           FY10       FY11         FY12       FY12        FY13      Benchmark 
      Service                    Indicator                           Type             Actual     Actual         Obj.      Mid-Year    Obj.          Target   
        Area                

Cemetery 
Operations 

% of citizens/funeral 
homes rating Cemetery 
services/appearance as 
“Excellent” or “Good” 

Effectiveness  100% 100% 100% 100% 100% 100% 

Cemetery 
Operations 

% of Cemetery work orders 
responded to within 24 

hours 
Effectiveness 100% 100% 100% 100% 100% 100% 

Cemetery 
Operations 

% of Cemetery mowing 
completed on time 

Effectiveness 98% 100% 100% 95% 100% 100% 

 
 
BUDGET SUMMARY:  
 
Cost Center #: 4540

2009-2010 2010-2011 2011-2012 2011-2012 2012-2013 2012-2013

Actual 
Expenditures

Actual 
Expenditures

Council
Approved*

Actual 
Expenditures**

Manager
Recommended

Council
Approved

Personnel Services 399,323$            385,891$            387,146$            326,444$            394,349$            -$                       
Operations 36,372$              39,022$              88,903$              47,490$              76,289$              -$                       
Capital Outlay 55,129$              30,522$              -$                       -$                       7,500$                -$                       
Cost Allocations 30,334$              20,359$              4,311$               3,592$                465$                   -$                      

Total Expenditures 521,157$           475,793$           480,360$           377,526$           478,603$           -$                      
% budget change -10% -9% -0.3%

Total Revenues 130,485$           105,865$           64,800$             92,772$             98,000$             -$                      
Net Costs 390,672$           369,928$           415,560$           284,754$           380,603$           -$                      

* as amended
** as of May 9, 2012
Authorized FTE 8.00 8.00 8.00 8.00 8.00  
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FLEET SERVICES 
 
MISSION:  Fleet Services provides City departments 
with the most timely and cost-effective 
vehicle/equipment maintenance, repair, and fueling 
services.  Our focus is to maintain a competitive 
advantage by providing the best value to our 
customers, which will in turn allow a greater level of 
service to City of Concord citizens. 
 
PROGRAM LOCATOR::  
   Fund:  General Fund 
      Functional Area:  Public Works 
         Department:  Fleet Services 
            Division:   N/A 
 
BUDGET & PERFORMANCE HIGHLIGHTS: 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
MAJOR SERVICE(S) PROVIDED: 
 Vehicle / Equipment Maintenance 
 Fueling Services 
 Vehicle / Equipment Specifications / Purchasing 
 Vehicle / Equipment Disposal 
 CDL 3rd Party Testing 

 
FY 2011-12 MAJOR ACCOMPLISHMENTS: 

 Developed Fleet Intranet page that allows users 
to access work order information and to schedule 
work online. 

 Implemented a Customer Satisfaction Survey, 
which is placed in every vehicle we service.  

Survey was developed by the Fleet Liaison 
Committee. 

 Helped develop the Sustainable Purchasing 
Policy, which contains criteria for purchasing fuel-
efficient vehicles. 

 Maintained a 98% vehicle availability rate for the 
City fleet. 

 Received Best 100 Fleets Award for 2011.  This is 
2nd year in a row that Fleet has received this 
award. 

 Fleet is recognized by the NC Benchmarking 
Program as having the lowest cost per Vehicle 
Equivalent Unit for 3 years in a row. 

 
FY 2012-13 MAJOR BUDGET CHANGES / NEW REQUESTS / 

FOCUS AREAS:  
 Incorporate the Fire Department mechanic into 

Fleet Services to better support and streamline 
the repair of fire apparatus. 

 Budget for the conversion of the current BOC 
wash bay into a service bay for the fire apparatus. 

 
STEPS / PROGRAMS BEING UNDERTAKEN TO ENHANCE 

PERFORMANCE:   
 Incorporate fire mechanic into Fleet Services to 

increase productivity and provide a safer 
environment for the repair of fire apparatus. 

 Use the Fleet Liaison Quarterly Meeting to pass 
information and training to the departments, and 
to receive ideas and feedback to better enhance 
service. 

 Educate co-workers using the Journey through 
Concord Program on how to use Fleet Services. 

 Focus mechanic training on specific sources of 
vehicle come-backs as identified by new fleet 
software. 

 Obtain ASE Blue Seal Certification for Fleet 
Services. 
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PERFORMANCE GOALS: 

Major Service Area:  Maintenance 

Goal:  To provide high quality and timely vehicle maintenance for City departments in order to achieve 
maximum fleet availability and high customer satisfaction. 

 

PERFORMANCE SUMMARY: 
            
         Major                    Performance                  Measure              FY10       FY11        FY12       FY12        FY13      Benchmark 
       Service                      Indicator                        Type                Actual     Actual        Obj.      Mid-Year   Obj.            Target   
         Area                                 

 
Maintenance 

 

Hours billed as % of 
billable hours 

Efficiency 73% 80% 75% 61% 75% 80% 

 
Maintenance 

 

% of work orders 
completed within 24 

hours 
Effectiveness 98% 98% 98% 98% 98% 98% 

 
Maintenance 

 

% of work orders that 
require repeat repairs 

within 30 days 
Effectiveness 0.6% 0.4% 0.5% 0.35% 0.5% 0.4% 

Maintenance 
% of customers rating 

overall service as 
“Excellent” or “Good” 

Effectiveness 
New 
for 

FY11 
85% 85% 97% 95% N/A 

 
 
BUDGET SUMMARY:  
 

Cost Center #: 4550
2009-2010 2010-2011 2011-2012 2011-2012 2012-2013 2012-2013

Actual 
Expenses

Actual 
Expenses

Council 
Approved*

Actual 
Expenses**

Manager 
Recommended

Council 
Approved

Personnel Services -$                   -$                   802,350$         676,594$         838,890$             -$                   
Operations -$                   -$                   2,527,837$      1,950,753$      2,670,517$          -$                   
Capital Outlay -$                   -$                   -$                   -$                   113,000$             -$                   
Depreciation -$                   -$                   -$                   -$                   -$                        -$                   
Fleet Direct Billing -$                   -$                   (3,256,968)$     (2,626,888)$     (3,622,407)$         -$                   
Total Expenses -$                   -$                   73,219$         460$              -$                       -$                   
% budget change 11%
* as amended
** as of May 9, 2012

Authorized FTE 13.00 13.00 13.00

Note - Fleet Services moved from the Internal Services Fund to the General Fund.  Prior year actuals can be found in the Internal Services 
section of this document.
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ECONOMIC DEVELOPMENT 
 
OVERVIEW:  Economic Development serves as the business and residential development, land use planning, 
transportation planning, and development coordinator for the City of Concord.  Economic Development is comprised 
of Planning & Neighborhood Development, Transportation Planning, and Economic Development. 
 
DEPARTMENTS: 
              Planning & Neighborhood Development:  The Planning & Neighborhood Development Department exists 

to provide courteous, effective and accurate planning, development and inspection services to the 
City of Concord residents and development community in order to build a thriving, prosperous, and 
safe community that enhances the quality of life for all residents of the City of Concord. Additional 
information regarding the Planning & Neighborhood Development Department may be obtained 
by contacting Margaret Pearson, Planning & Neighborhood Development Director, at (704) 920-
5151 or via email at pearsonm@concordnc.gov. 

 
 Transportation Planning:  Transportation  Planning  is  accomplished  in a cooperative partnership with the 

Cabarrus-Rowan Metropolitan Planning Organization (MPO).  The MPO coordinates all 
transportation planning including highway, rail, bus, and aviation.  The Business & Neighborhood 
Services Department serves as the Lead Planning Agency for the MPO.  Additional information 
regarding Transportation Planning may be obtained by contacting Joseph K. Wilson III, P.E. 
Transportation Director, at (704) 920-5362 or via email at wilsonj@concordnc.gov. 

 
 Economic Development:  Economic   Development  administers  local,  state  and federal funds to stabilize 

neighborhoods, improve infrastructure, and create jobs through economic development 
opportunities.  Additional information regarding Economic Development may be obtained by 
contacting Jeff Young, Economic Development and Sustainability Director, at (704) 920-5132 or via 
email at youngj@concordnc.gov.  
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Economic Development Expenditures
2009-2010 2010-2011 2011-2012 2010-2011 2011-2012 2011-2012

Actual
Expenditures

Actual
Expenditures

Council
Approved*

Actual
Expenditures**

Manager
Recommended

Council
Approved

By Department (General Fund)
Planning & Neighborhood 
Development 1,692,606$         1,572,970$         1,677,132$         1,351,350$            1,757,876$            -$                          
Transportation Planning 271,205$            280,071$           313,248$            231,315$               312,478$               -$                          
Economic Development 864,879$            1,108,857$        3,165,629$        3,234,064$           2,474,300$            -$                         

Total Expenditures 2,828,690$       2,961,898$       5,156,009$       4,816,729$          4,544,654$          -$                         
* as amended 19% 5% 55% -12%

**as of May 9, 2012

Planning & Neighborhood 
Development
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 PLANNING & NEIGHBORHOOD DEVELOPMENT 
 
MISSION: The Planning & Neighborhood Development 
Department exists to provide courteous, effective and 
accurate planning, development and inspection 
services to the City of Concord residents and 
development community in order to build a thriving, 
prosperous, and safe community that enhances the 
quality of life for all residents of the City of Concord.   
 
PROGRAM LOCATOR::  
   Fund: General Fund   
      Functional Area:  Economic Development 
         Department:  Planning & Neighborhood 
    Development  
            Division: N/A    
 
BUDGET & PERFORMANCE HIGHLIGHTS: 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
MAJOR SERVICE(S) PROVIDED: 

 Development Plan Review and Permitting 
 Public Hearings: Planning and Zoning 

Commission, Board of Adjustment and the 
Historic Preservation Commission 

 Downtown business assistance with data 
collection, site selection, plan reviews, incentives 
and other matters 

 CDBG/Home Program  
 Long-range planning in partnership with citizens 

 
FY 2011-12 MAJOR ACCOMPLISHMENTS: 

 Continued to implement strategies learned from 
the School of Government’s development review 
benchmarking project by integrating new 
technology, plan review processes and building 
renovations. 

 Incorporated a 5% technology charge in permits 
which was well received by the development 
community. 

 Performed six (6) Phase I and three (3) Phase II 
Brownfield  Assessments of privately owned sites 
to accelerate development opportunities. 

 Recruited Carolina Courts to Downtown Concord 
and modified an existing brownfield economic 
development grant and low interest loan for the 
project. 

 Completed Ph. I renovations at Clearwater Artist 
Studios and leased the studios to nine (9) artists. 

 Worked with Carlisle Development to develop a 
site plan, proforma and financing model for the 
next phase of Logan redevelopment consisting of 
7.3 acres. 

 Completed installation of solar panels on 
canopies at the Municipal Parking Deck.  The 
project generates 80,000 kilowatt hours per year 
and is privately owned. 

 Completed renovations on first floor of the Annex 
that improved customer service and security for 
Planning and Human Resources functions. 

 Selected artists to replace Downtown murals in 
the alley between of Union St Bistro and the 
Bicentennial Parking lot. 

 
FY 2012-13 MAJOR BUDGET CHANGES / NEW REQUESTS / 
FOCUS AREAS: 

 Continue to implement strategies learned from 
the School of Government’s development review 
benchmarking project including staffing, office 
space and technology. 

 Continue to generate informational service 
specific Website, newsletters and pamphlets for 
citizen/developer education and assistance. 

 Conclude Downtown Historic District 
recommendation. 

 Complete mural paintings in Downtown. 
 Continue working with Carlisle Development and 

the Housing Department to obtain financing and 
approvals for the next phase of Logan 
redevelopment. 

 Partner with Concord Downtown Development to 
attract private investment to redevelop the 
Concord Hotel and former First Union building in 
Downtown. 

 
STEPS / PROGRAMS BEING UNDERTAKEN TO ENHANCE 
PERFORMANCE:   

 Continue to conduct an annual survey and 
follow-up with focus group to determine 
customer satisfaction with the review process. 

 Conduct weekly staff meetings to discuss all 
upcoming projects including those that appear 
before varies boards commission and with regard 
to design, site plan layout, and other issues. 

 Continue to review all plan review comments for 
consistency within departments prior to being 
sent to the applicant. 

 Continue to provide Development Review 
Committee work sessions for contractors/ 
engineers/developers on any new development 
regulations.   

 Continue to expand use of performance 
information in program management/ budgeting. 

 Continue to improve coordination with other 
departments to ensure that projects stay on track 
and problems are identified and solved early. 
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PERFORMANCE GOALS: 
Major Service Area:  Development Plan Review 

Goal:  To provide an accurate and timely review for the development community in order to reduce the time 
required for plan review. 

 Major Service Area:  Downtown Business Assistance 
Goal: To provide accurate information and assistance in a timely manner to existing and prospective 
businesses in order to facilitate industrial diversification, capital investment and job creation. 

Major Service Area:  Permitting 
Goal:  To provide accurate and timely issuance of development permits to developers and citizen in order to 
ensure compliance with local ordinances. 

 Major Service Area:  Long-range Planning 
 Goal: To provide timely and accurate information and plans for future development, in partnership with 
citizens, to the Mayor and City Council, management, department directors, developers, and the general 
public in order to ensure the effective use of City resources.  

Major Service Area:  Public Hearings 
Goal:  To provide complete and accurate case information to various City boards in order to help the board 
members make well-educated decisions concerning zoning and development approvals.  
    

PERFORMANCE SUMMARY: 
            
        Major                  Performance                     Measure           FY10       FY11        FY12       FY12        FY13      Benchmark 
      Service                    Indicator                           Type              Actual     Actual        Obj.      Mid-Year   Obj.           Target   
        Area               Actual 

Dev. Plan 
Review 

% of plans approved within 
2 submittals 

Effectiveness 97% 85% 85% 92% 90% 95% 

Dev. Plan 
Review 

# of plans submitted Workload 233 N/A N/A N/A N/A N/A 

 
Permitting 

 

% of customers satisfied 
with permitting process 

Effectiveness 90% 85% 85% N/A 90% 95% 

Public 
Hearings 

% of board members 
rating overall satisfaction 

with the agenda 
information completeness 

as “Very Satisfied” or 
“Satisfied” 

Effectiveness 98% 95%  95% N/A 98% 100% 

Long-range 
Planning 

% of SAPs consistent with 
sustainable development 

principles    
Effectiveness 90% 90% 90% N/A 90% 90% 

 
BUDGET SUMMARY:  
 

 Cost Center #: 4910

2009-2010 2010-2011 2011-2012 2011-2012 2012-2013 2012-2013

Actual 
Expenditures

Actual 
Expenditures

Council
Approved*

Actual 
Expenditures**

Manager
Recommended

Council
Approved

Personnel Services 1,284,028$          1,279,478$          1,115,138$         935,618$            1,069,867$         -$                       
Operations 191,625$             166,086$             271,768$            117,482$            251,514$            -$                       
Capital Outlay -$                        -$                        40,344$              127,515$            10,000$              -$                       
Cost Allocations 91,953$               82,406$               204,882$            170,735$            418,206$            -$                       
Transfers 125,000$             45,000$               45,000$              -$                       8,289$                -$                       

Total Expenditures 1,692,606$       1,572,970$       1,677,132$      1,351,350$      1,757,876$      -$                       

% budget change 1% -7% 5%

Total Revenues 165,079$          146,329$          160,000$         151,185$         160,000$         -$                       
Net Costs 1,527,527$       1,426,641$       1,517,132$      1,200,165$      1,597,876$      -$                       

* as amended
**as of May 9, 2012

Authorized FTE 18.00 17.85 15.00 15.00 15.00

In FY11, Planning & Neighborhood Development was created by merging Business & Neighborhood Services with Development 
Services. Figures above reflect the combined expenses of the budget units in previous years
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TRANSPORTATION PLANNING 
 
MISSION:  Transportation Planning is accomplished 
through local urban design efforts and a cooperative 
partnership with the Cabarrus-Rowan Metropolitan 
Planning Organization (CRMPO).  The CRMPO plans 
for regional transportation needs including highway, 
transit, air, bicycle and pedestrian facilities within both 
Cabarrus and Rowan counties as well as connections 
to the greater Metrolina Area.  Transportation 
Department staff serve as advisors to the City’s 
Planning and Urban Development Department and as 
members and alternates to the CRMPO’s Technical 
Coordinating Committee. 
 
PROGRAM LOCATOR::  
   Fund:  General Fund  
      Functional Area:  Public Works and Economic 
      Development 
         Department: Transportation   
            Division: Transportation Planning    
 
BUDGET & PERFORMANCE HIGHLIGHTS: 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
MAJOR SERVICE(S) PROVIDED: 
 Support for local urban design efforts 
 MPO transportation planning 
 Regional coordination on transportation issues in 

the Charlotte metro area 
 
FY 2011-12 MAJOR ACCOMPLISHMENTS: 

 Completed the City of Concord Comprehensive 
Transportation Plan (CTP) 2011 Update. 

 Provided staff support and participated with 
regional partners on issues of air quality, 
transportation planning, transportation finance, 
and project delivery with the Technical 
Coordination Committee of the CRMPO. 

 Provided staff support and participated with the 
CRAFT Technical Committee. 

 
FY 2012-13 MAJOR BUDGET CHANGES / NEW REQUESTS / 

FOCUS AREAS:  
 As the lead Agency, provide for new contract for 

the CRMPO transportation consultant. 
 Continue to provide participating funds to work 

with regional partners on issues of transportation 
planning, air quality, transportation finance, and 
project delivery as coordinated through the 
CRMPO and its contracted agents. 

 Assist in the completion of Comprehensive 
Transportation Plan (CTP) Index for the CRMPO. 

 Continue work on LRTP / Metrolina Model 
Maintenance including annual updates to 
socioeconomic base year data, changes to the 
Model network(s) and complete work on the 
Conformity Report. 

 Continue to work with the NCDOT and affected 
property owners to ensure construction let of the 
George W. Liles Blvd extension in 2013. 

 
STEPS / PROGRAMS BEING UNDERTAKEN TO ENHANCE 

PERFORMANCE:   
 Improve communication efforts between the City, 

and member jurisdictions within the framework of 
the CRMPO. 

 Improve communication and staff involvement 
and support to Charlotte Regional Alliance for 
Transportation (CRAFT). 
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PERFORMANCE GOALS 

Major Service Area:  MPO Transportation Planning 
Goal:  To provide Concord citizens with active representation in the MPO transportation planning process 
through representation on the Technical Coordinating Committee in order to address issues to increase 
transportation choices, reduce road congestion, increase traffic flow and improve traffic safety. 

Major Service Area:  Regional Coordination 
Goal:  To provide Concord citizens with regional representation to coordinate and cooperate with partners 
in the Charlotte metro area, as outlined and required by USDOT and NCDOT, and to provide a significant 
presence in any regional discussions about transportation planning and project/service delivery.    

 

PERFORMANCE SUMMARY 
            
         Major                    Performance                  Measure          FY10        FY11        FY12         FY12        FY13      Benchmark 
       Service                       Indicator                        Type            Actual     Actual        Obj.       Mid-Year     Obj.          Target   
         Area               

MPO 
Transportation 

Planning 

% of TCC meetings 
attended 

Effectiveness 100% 100% 75% 100% 92% 100% 

Regional 
Coordination 

% of Regional Model 
Executive Committee 
meetings attended 

Effectiveness 100% 100% 75% 100% 75% 100% 

 
 
BUDGET SUMMARY  
 

Cost Center #: 4915
2009-2010 2010-2011 2011-2012 2011-2012 2011-2012 2012-2013

Actual 
Expenditures

Actual 
Expenditures

Council
Approved*

Actual 
Expenditures**

Manager
Recommended

Council
Approved

Operations 271,205$          280,071$          313,248$         231,315$          312,478$            -$                   

Total Expenditures 271,205$        280,071$         313,248$        231,315$         312,478$           -$                    
% budget change 8% 3% -0.2%
* as amended
**as of May 9, 2012
Authorized FTE 0.00 0.00 0.00 0.00 0.00 0.00  
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 ECONOMIC DEVELOPMENT 
 
MISSION:  Economic Development administers local, 
state and federal funds to stabilize neighborhoods, 
improve infrastructure, and create jobs through 
economic development opportunities. 
 
PROGRAM LOCATOR::  
   Fund:  General Fund 
      Functional Area:  Economic Development 
         Department:  City Manager’s Office 
            Division:   Economic Development 
 
BUDGET & PERFORMANCE HIGHLIGHTS: 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
MAJOR SERVICE(S) PROVIDED: 
 Recruit, retain and help expand businesses. 
 Facilitate redevelopment to assist developers 

through complex renovation / reuse projects in 
the Center City which pose higher risks than 
vacant land development elsewhere. 

 Track Center City investment to monitor public 
and private investment in the Center City. 

 
FY 2011-12 MAJOR ACCOMPLISHMENTS: 
 Facilitated expansion of the City’s first major 

alternative energy businesses in lithium battery 
technology. 

 Completed four incentive agreements for 
companies collectively investing almost $131 
million in Concord.  

 Staff continued close partnership with the 
Cabarrus Economic Development Corporation. 

 Economic Development & Sustainability Director 
achieved Certified Economic Developer status. 

 Staff served on Design and Business 
Development committees of Concord Downtown 
Development Corporation and its Board of 
Directors.  

 Recruited Carolina Courts to Downtown Concord.  
The site investment is a $4 million and the facility 
will create 20,000 hotel room nights and bring in 
200,000 people. 

 Continue to facilitate with Concord Downtown 
Development Corporation the redevelopment of 
the Concord Hotel, Fifth Third Bank, and Heilig 
Meyers properties in Downtown. 

 Continued implementing the Downtown Master 
Plan. 
 

FY 2012-13 MAJOR BUDGET CHANGES / NEW REQUESTS / 

FOCUS AREAS:  
 Continue to partner with the Cabarrus Economic 

Development Corporation in recruiting and 
retaining industry in Concord.  

 Continue to partner with Concord Downtown 
Development Corporation in marketing 
redevelopment opportunities in downtown.  

 Support further development of alternative 
energy companies and other emerging sectors. 

 Expand online marketing of Concord for 
economic development. 

 Continue to build on the momentum of the 
Carolina Courts project to finalize the 
redevelopment of the Concord Hotel and the 
former First Union building in Downtown. 

 Continue to work with the Cabarrus Creamery 
ownership on Creamery redevelopment on 
Church Street. 

 Continue to assist developers with the permit 
process of the City. 

 Assist infrastructure departments in the 
McCachern Street improvements. 

 
STEPS / PROGRAMS BEING UNDERTAKEN TO ENHANCE 

PERFORMANCE:   
 Continue the use of surveys to identify program 

and priority changes that are needed, as well as 
to determine effectiveness of efforts to achieve 
customer satisfaction by surveying businesses. 

 Review economic development incentive grant 
programs to identify needed updates. 

 Actively market programs and opportunities to 
encourage investment from the private sector. 
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PERFORMANCE GOALS: 

Major Service Area:  Redevelopment Facilitation 

Goal:  To provide enhanced investment and redevelopment opportunities within the developed and older 
areas of Concord in a timely manner to simplify project complexity, reduce risk factors, attract capital 
investment and create jobs. 

Major Service Area:  Investment Tracking 

 Goal: To provide accurate information in a timely manner to developers, elected officials and City 
management regarding public and private investment in the Center City in order to guide and support 
investment decisions.  

 

PERFORMANCE SUMMARY: 
                  
        Major                    Performance                 Measure           FY10            FY11         FY12            FY11          FY13  Benchmark 
      Service                      Indicator                       Type              Actual         Actual         Obj.           Mid-Year      Obj.       Target   
        Area                      

Redevelop-
ment 

Facilitation 

% of customers rating 
overall satisfaction as 
‘Very’ or ‘Somewhat’ 

satisfied 

Effectiveness 100% N/A 85% 
Survey 1x 
per Year 

85% 90% 

Investment 
Tracking 

Total public and private 
investment in downtown 

redevelopment    
Effectiveness 

$1.7 
million 

$52,000 N/A 
Survey 1x 
per Year 

N/A N/A 

Investment 
Tracking 

Total public and private 
investment in Cabarrus 
Avenue redevelopment    

Effectiveness $251,000 
$1.02 

million N/A 
Survey 1x 
per Year 

N/A N/A 

Investment 
Tracking 

Total public and private 
investment in Church 
Street redevelopment    

Effectiveness 
$3.6 

million 
$1.19 

million N/A 
Survey 1x 
per Year 

N/A N/A 

 
 
BUDGET SUMMARY  

 
Cost Center #: 4920

2009-2010 2010-2011 2011-2012 2011-2012 2012-2013 2012-2013

Actual 
Expenditures

Actual 
Expenditures

Council
Approved*

Actual 
Expenditures**

Manager
Recommended

Council
Approved

Personnel Services -$                      -$                      136,234$          118,088$           140,243$            -$                    

Operations 864,879$           1,108,857$        3,029,395$       3,115,977$        2,333,126$          -$                    
Cost Allocations -$                      -$                     -$                   -$                     931$                   -$                   

Total Expenditures 864,879$         1,108,857$      3,165,629$     3,234,064$      2,474,300$        -$                    

% budget change 93% 28% -22%

Total Revenues 37,500$           -$                     -$                    324,606$         708,468$           -$                    
Net Costs 827,379$         1,108,857$      3,165,629$     2,909,458$      1,765,832$        -$                    

* as amended
**as of May 9, 2012
Authorized FTE 0.00 0.00 1.00 1.00 1.00  
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CULTURAL & RECREATIONAL 
 
OVERVIEW:  Cultural & Recreational provides recreational opportunities to the citizens of Concord through the 
provision of recreational services, parks, and facilities.  Cultural & Recreational is comprised of Parks & Recreation and 
Parks & Recreation- Aquatics.  
 
DEPARTMENTS: 

Parks & Recreation:  The Parks  &  Recreation Department provides recreation and leisure services for the  
citizens of Concord.  The department currently operates seven city parks, three recreation centers, 
several miles of greenways and trails, and one aquatic center.  Additional information regarding the 
Parks & Recreation Department may be obtained by contacting Bob Dowless, Director of Parks & 
Recreation, at (704) 920- 5600 or via email at dowless@concordnc.gov.  

  
Parks & Recreation- Aquatics:  The   Parks   &  Recreation  Department-  Aquatics  operates  the  McInnis   

Aquatics Center.  Additional information may be obtained by contacting Bob Dowless, Director of 
Parks & Recreation, at (704) 920-5600 or via email at dowless@concordnc.gov.  
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Cultural & Recreation Expenditures
2009-2010 2010-2011 2011-2012 2011-2012 2012-2013 2012-2013

Actual
Expenses

Actual
Expenses

Council
Approved*

Actual
Expenses**

Manager
Recommended

Council
Approved

By Department (General Fund)
Parks & Recreation 5,650,101$         4,219,740$       4,388,180$       3,189,452$       5,172,141$           -$                     
Parks & Recreation - Aquatics 81,771$              121,751$         172,310$         95,754$           132,802$              -$                    

Total Expenditures 5,731,872$       4,341,491$     4,560,490$     3,285,206$     5,304,943$         -$                    
% budget change 16% -24% 16%
* as amended
**as of May 9, 2012
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PARKS AND RECREATION 
 
MISSION:  The Parks and Recreation Department exists 
to provide recreation services, parks, and facilities that 
enrich the lives of all residents and promote the 
opportunity for a healthy lifestyle. 
 
PROGRAM LOCATOR::  
   Fund:  General Fund 
      Functional Area:  Cultural and Recreational 
         Department:  Parks and Recreation 
            Division:   N/A 
 
BUDGET & PERFORMANCE HIGHLIGHTS: 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
MAJOR SERVICE(S) PROVIDED: 
 Facility Development 
 Festivals, Events, Programs and Athletics 
 Recreation Center Operations and Programming 
 Facility Operations 
 Customer Service 

 
FY 2011-12 MAJOR ACCOMPLISHMENTS: 

 Completion of renovations to Logan Multi 
Purpose Center. 

 Completion of Hartsell Center stairwell 
installation. 

 Acquisition of Weddington Road property using 
CWMTF grant. 

 PARTF grant awarded for Rocky River Greenway 
Moss Creek Phase. 

 Thread Trail Implementation Grant awarded for 
Rocky River Greenway Moss Creek Phase. 

 Acquisition of two needed properties for 
McEachern Greenway Cabarrus Avenue Phase. 

 Resurfaced all fourteen tennis courts. 
 Acquisition of Moss Creek HOA property for 

Rocky River Greenway Moss Creek Phase. 
 Completed renovations to Academy Recreation 

Center and Hartsell Recreation Center using 
ARRA EECBG and local funding. 
 

FY 2012-13 MAJOR BUDGET CHANGES / NEW REQUESTS / 

FOCUS AREAS:  
 Replace aging light poles and lights at two park 

facilities to address safety concerns and take 
advantage of an energy savings opportunity. 

 Continue greenway and park development begun 
in FY11/12. 

 Design of Rocky River Greenway Airport Phase 
and McEachern Greenway Cabarrus Avenue 
Phase by City Engineering Department.  

 Renovations to athletic facility structures and 
greenway bridge. 

 Purchase of replacement exercise equipment for 
Logan Multi Purpose Center. 

 Development of a second greenway trailhead for 
McEachern Greenway at Les Myers Park lower 
parking lot. 

 Replace bleachers at three Recreation Centers. 
 

STEPS / PROGRAMS BEING UNDERTAKEN TO ENHANCE 

PERFORMANCE:   
 Emphasis on customer use of Facebook and 

online registration. 
 Add four year-olds to all youth sports. 
 Continue partnering with Engineering Dept to 

design greenway trails. 
 Continue to enhance recreation centers for an 

improved customer experience. 
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PERFORMANCE GOALS: 

Major Service Area: Customer Service 

Goal:  Provide tools to communicate with the public, track responses and evaluate, implement change 
according to feedback, improve usage of existing facilities, improve other major service areas. 

Major Service Area:  Facility Development 

Goal:  To pursue park facility development, including long range visioning, partnerships, alternative funding, 
donations, evolving role of athletics, site control efforts, master planning, design and construction. 

Major Service Area:  Festivals, Events, Programs and Athletics 

Goal:  To provide basic, extended and special leisure/athletic programming to youth and adults that are cost 
effective and engaging in order to provide social, educational, athletic and mentally stimulating experiences. 

 Major Service Area:  Recreation Center Operations and Programming 

Goal:  To operate recreation centers that are positive destination points for the residents of Concord. To 
market the recreation centers in order to provide programs and activities that are popular with the 
communities served. 

Major Service Area:  Facility Operations 

Goal:  To operate park facilities that are positive destination points in order to provide patrons with a safe 
leisure experience in a cost effective manner. 

 

PERFORMANCE SUMMARY: 
        Major                    Performance                  Measure          FY10        FY11       FY12        FY12        FY13       Benchmark 
        Service                       Indicator                          Type             Actual     Actual       Obj.      Mid-Year    Obj.           Target   
          Area               

Facility 
Development 

Number of donations, 
partnerships and funding 

sources secured 
NA 3 6 6 3 7 10 

Festivals, Events, 
Programs, 
Athletics 

% cost recovery of extended 
adult programs 

Efficiency 90% 86% 90% 95% 90% 90% 

Festivals, Events, 
Programs, 
Athletics 

% of program participants 
reporting being “very” satisfied 

with their experience 
Effectiveness 93% 95% 96% 94% 97% 100% 

Festivals, Events, 
Programs, 
Athletics  

# of youth participating in 
youth programming 

Workload 11,285 9,974 11,500 3,996 11,500 15,000 

Festivals, Events, 
Programs, 
Athletics  

% of volunteers, coaches and 
contract instructors reporting 

being “very” satisfied with their 
experience 

Effectiveness 94% 91% 96% 96% 97% 100% 

Festivals, Events, 
Programs, 
Athletics  

% of Youth Council participant 
rating overall satisfaction with 

Youth Council Program as 
"very" or "somewhat" satisfied 

Effectiveness 100% 98% 100% 100% 100% 100% 

Recreation 
Center Op. & 
Programming  

Total Attendance at Recreation 
Centers 

Efficiency 73,947 93,846 74,000 39,581 75,000 80,000 

Facility 
Operations 

Dept’s revenue as % of 
operating expenditures 

Effectiveness 16% 15% 17% 10% 17% 20% 

Facility 
Operations 

# of vandalism incidents Effectiveness 43 40 35 19 35 N/A 

Customer 
Service 

Resident Outreach: number of 
Facebook Friends 

Effectiveness NA NA NA NA 300 
 

700 
 

Customer Service 
Resident Outreach: % of on-

line registrations of total 
Effectiveness NA NA NA NA 25% 60% 
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BUDGET SUMMARY:  
 

Cost Center #: 6120

2009-2010 2010-2011 2011-2012 2011-2012 2012-2013 2012-2013
Actual 

Expenditures
Actual 

Expenditures
Council

Approved*
Actual 

Expenditures**
Manager 

Recommended
Council

Approved

Personnel Services 1,039,148$         1,147,157$          1,146,805$         970,491$             1,159,686$            -$                      

Operations 918,784$            989,791$             1,412,239$         814,555$             1,308,589$            -$                      

Capital Outlay 64,787$              6,708$                634$                  61,227$               701,000$              -$                      

Debt Service 163,395$            89,845$               258,223$           29,612$               250,253$              -$                      

Cost Allocations 1,799,634$         1,573,838$          1,540,280$         1,283,567$           1,662,613$            -$                      

Transfers 1,664,353$         412,402$             30,000$             30,000$               90,000$                -$                      

Total Expenditures 5,650,101$       4,219,740$        4,388,180$       3,189,452$         5,172,141$          -$                     

% budget change 16% -25% 18%

Total Revenues 240,822$          218,332$           180,200$          156,767$            195,000$             -$                     
Net Costs 5,409,279$       4,001,408$        4,207,980$       3,032,685$         4,977,141$          -$                     

* as amended
** as of May 9, 2012
Authorized FTE 22.00 22.00 20.00 20.00 20.00  
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PARKS AND RECREATION AQUATICS 
 
MISSION:  The Parks and Recreation Department exists 
to provide recreation services, parks and facilities that 
enrich the lives of all residents and promote the 
opportunity for a healthy lifestyle. 
 
PROGRAM LOCATOR: 
   Fund:  General Fund 
      Functional Area:  Cultural and Recreational 
         Department:  Parks & Recreation 
            Division:   Aquatics 
 
BUDGET & PERFORMANCE HIGHLIGHTS: 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
MAJOR SERVICE(S) PROVIDED: 
 Pool Operations 
 Pool Programs 

 
FY 2011-2012 MAJOR ACCOMPLISHMENTS: 

 Creative renovation of pool deck. 
 Installation of fence to create picnic area. 
 

 
 

FY 2012-13 MAJOR BUDGET CHANGES / NEW REQUESTS / 

FOCUS AREAS:  
 Re-surface bathroom floors. 
 Focus on customer service and transition to new 

management. 
 
STEPS / PROGRAMS BEING UNDERTAKEN TO ENHANCE 

PERFORMANCE:   
 Require new management team to obtain 

Certified Pool Operator and Water Safety 
Instruction certifications. 

 Conduct weekly in-service training and skills tests. 
 Creation of a picnic area to lengthen visit time 

and increase concession sales. 
 Rest room floor improvements to improve safety. 
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PERFORMANCE GOALS: 

Major Service Area:  Pool Operations 

Goal:  To operate aquatic facilities for the residents of Concord in a cost-effective manner in order to 
provide patrons with a pleasant and safe leisure experience. 

Major Service Area:  Pool Programs 

Goal:  To provide aquatic instruction and programming to the residents of Concord in a cost-effective 
manner in order to improve the skill level of residents in a safe environment. 

  

PERFORMANCE SUMMARY: 
            
        Major                  Performance                     Measure           FY10        FY11       FY12        FY12        FY13      Benchmark 
      Service                    Indicator                           Type              Actual     Actual       Obj.      Mid-Year     Obj.          Target   
        Area                

Pool 
Operations 

% of pool patrons 
reporting being 

“somewhat” or “very” 
satisfied with their 

experience 

Effectiveness 92% 91% 93% 94% 94% 100% 

Pool 
Operations 

# of aquatics injuries Effectiveness 0 0 0 1 0 0 

Pool 
Programs 

Aquatic Center Attendance Workload 6,738 6,496 6,700 3,000 6,800 7,500 

Pool 
Programs 

Aquatics revenues as a % 
of operating expenditures 

Effectiveness 42% 49% 44% 32% 44% 48% 

 
 
BUDGET SUMMARY: 
 

Cost Center #: 6121

2009-2010 2010-2011 2011-2012 2011-2012 2012-2013 2012-2013

Actual 
Expenditures

Actual 
Expenditures

Council
Approved*

Actual 
Expenditures**

Manager 
Recommended

Council
Approved

Personnel Services 44,100$              52,881$                84,729$             25,528$               85,366$                -$                      

Operations 37,671$              39,370$                49,581$             21,931$               47,436$                -$                      

Capital Outlay -$                       29,500$                38,000$             48,295$               -$                         -$                      

Total Expenditures 81,771$            121,751$            172,310$          95,754$             132,802$             -$                     

% budget change -8% 49% -23%

Total Revenues 40,726$            47,782$              32,850$            22,374$             49,300$               -$                     
Net Costs 41,045$            73,969$              139,460$          73,380$             83,502$               -$                     

* as amended
** as of May 9, 2012
Note:  All aquatics staff are temporary part-time.  
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