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TOWN OF HILLSBOROUGH – STRATEGIC PRIORITIES      
 
 
Quality of Life The Town is always searching for ways to add value to the community and individual citizen’s lives by 

preserving Hillsborough’s history and heritage (cultural, social, demographic, and economic); providing 
parks, recreation opportunities, sidewalks and greenways; improving transportation; making housing 
affordable for all citizens; protecting the environment; and supporting cultural activities and the arts. 

 
Superior Services Essential municipal services provided to the community should be a good value, customer-service focused, 

dependable, relevant (services that the community wants and needs), conducted in a professional, well-
managed, and sustainable manner.  The Town will ensure that training opportunities are provided to 
employees, elected and appointed officials, and volunteers to create an environment of continual growth, 
learning, and a willingness to implement innovative strategies, technologies, processes, and approaches that 
result in more efficient and effective service provision to the citizens of Hillsborough. 

 
Community Safety  Hillsborough will be the safest small town in the country.  Citizens will feel safe wherever they may be in 

town, when driving or riding bikes on the streets, strolling on sidewalks, while playing in parks, safe from the 
threat of fire, and when drinking a glass of water.  The Police Department will focus on crime prevention, 
enforcement, and convictions (when appropriate).  Citizens will feel confident that when emergencies arise 
the Town will be prepared to respond in a quick and effective manner. 

 
Growth Management Plan and manage growth in a manner that yields development which maintains Hillsborough’s small town 

character and improves the quality of life for citizens.  The Town will use forward-thinking planning to create 
policies, processes, requirements, and plans that address land use, transportation, environmental protection, 
recreation, public safety, financial, and other critical issues will be used to ensure new development enhances 
rather than detracts from the community.  All new development, especially in areas requesting annexation, 
should clearly contribute to the financial sustainability of the town. 

 
Economic Development Encourage and plan for economic development to promote sustainability, support current businesses, bring 

new businesses to town, stimulate economic prosperity through quality job creation, and serve as a catalyst 
for growth and development. 
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BALANCED SCORECARD – PERSPECTIVES             
 
The “balanced” portion of the Scorecard uses four perspectives to answer critical service delivery questions.  This helps provide the balance 
organization’s need to successfully plan, implement, measure, and evaluate performance.   
 
Customer Perspective: Serve the Community – What is our mission and vision?  What do our customers want? 
 

 Managers must know if the Town is meeting citizen needs.  They must determine the answer 
to the question:  Is the organization delivering the services the community wants? 

  
Internal Business Perspective:   Run the Operations - What internal processes must we excel to provide valuable services to 

the community while achieving the mission and vision? 
 

 Managers need to focus on those critical operations that enable them to satisfy citizens.  
Managers must answer the question:  Can the organization improve upon a service by 
changing the way a service is delivered? 

 
Financial Perspective: Manage Resources – How do we deliver quality services efficiently and remain financially 

sound while achieving the mission and vision?  
 

Managers must focus on how to meet service needs in an efficient manner.  They must answer 
the question:  Is the service delivered at a good price? 

 
Learning & Growth Perspective:   Develop Employees – What skills, tools, and organizational climate do our employees need to  
 meet the community’s needs while achieving the mission and vision? 

 
 An organization’s ability to improve and meet citizen demands ties directly to the employees’ 

ability to meet those demands.  Managers must answer the question:  Is the organization 
providing employees with the training, technology, and proper work environment to enable 
them to succeed and continuously improve? 
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BALANCED SCORECARD – OBJECTIVES BY PERSPECTIVE      
 

 
 
 
 
 
 
 Strengthen Citizen Involvement & Access – Improve the quality 

and frequency of communication to enhance public access to 
information about Town services, meetings, key issues, and 
emergency situations.  Provide a variety of ways for citizens to 
meaningfully share ideas, concerns, and questions with Town 
officials.                           

                      
 Preserve Cultural & Natural Resources – Protect the 

environment, historic district, landmarks, and intangible assets 
such as community and cultural events that bring Hillsborough’s 
diverse citizenry together. 

 
 Reduce Crime & Increase Citizen Safety – Accomplish this by 

building relationships and problem-solving partnerships with 
citizens, businesses, neighborhood watch groups, and using 
policing strategies that target specific types of crimes and 
“hotspot areas.”  Increasing police presence, having police 
officers and Town officials be accessible, approachable, 
improving community appearance, and addressing nuisance 
conditions will make Hillsborough a safer town. 

 
 Enhance Community Sustainability – Achieve via diverse 

economic development, support of locally owned businesses, 
and promoting Hillsborough as a place to work, live, and play. 

  
 Expand Recreation, Walkability, & Connectivity – Provide 

recreation and pedestrian facilities to encourage healthy 
lifestyles, citizen interaction, and to offer a variety of 
transportation choices that link Hillsborough’s neighborhoods 
together in an accessible manner. 

 
 Improve Satisfaction with Services – Conduct municipal 

operations in such a way that citizens feel their needs are being 
addressed through high quality & responsive service.    

 
 
 
 
 
 
 
 
 Enhance Emergency Preparedness – Improve the ability to 

effectively anticipate and respond to emergency situations, from 
minor incidents to major disasters, through planning, training, 
collaboration with public and private agencies, and community 
education. 

 
 Provide Responsive & Consistent Services – Provide quality 

services to citizens in a courteous, responsive, and reliable 
manner that is effective in achieving desired results.  Excel at 
the technical aspects of providing services to the community. 

 
 Improve Communication & Collaboration – Increase the 

quality and frequency of communications throughout all areas of 
the organization to promote problem-solving partnerships within 
and outside of the organization.  Good communication enables 
the vision to be implemented. 

 Excel at Staff & Logistical Support – Ensure outstanding 
internal support is being provided to all departments, employees, 
elected officials, advisory board members, and volunteers that 
deliver services or directly serve the community.  Use 
technology, where practical, to improve service delivery and 
save taxpayer dollars. 

 
 
 
 
 
 
 
 
 Maintain Fiscal Strength – Support fiscal policies and controls 

that keep the Town government in a financially strong position, 
thereby allowing it to respond to unforeseen problems, 
emergencies, as well as opportunities.  Continually look for 
opportunities to diversify revenue sources and leverage outside 
funding opportunities.   

 
 Invest in Infrastructure – Prioritize funding for infrastructure 

maintenance to avoid excessive deterioration while minimizing 
long-term operational and capital costs.  New infrastructure 
investments help achieve key priorities and optimize the use of 
current assets. 

 
 Develop Long-Term Financial Plans – Build upon current 

financial planning instruments to provide a longer term view of 
what Hillsborough’s finances and operations may look like in 
the future.  These plans are intended to identify potential 
challenges, opportunities, and proactive response options.   

 
 Deliver Efficient Services – Ensure citizens are receiving a good 

value from their investments by delivering cost efficient 
services.  Maximize the use of public funds through service 
optimization, innovation, process improvement, competition, 
and other means. 

 
 
 
 
 
 
 
 
 
 Develop a Skilled & Diverse Workforce – Create a work 

environment that allows the Town to hire and retain a diverse 
workforce of skilled employees who are capable of meeting the 
community’s needs.  Focus on career development and 
succession planning. 

 
 Support Training, Learning, & Growth – Create a culture of 

stewardship by maximizing developmental opportunities for 
employees to ensure they are technically competent, 
collaborative, and have the core skills necessary to excel on the 
job.  Support governing and advisory boards, the community-at-
large, and the media by providing key information and training 
opportunities regarding municipal governance.   

 
 Enhance Relations with Other Entities – Build relationships 

with others involved in the governing process, including 
governmental organizations, non-profits, and the private sector.       

 

Serve the Community 
What do our citizens want? What must be done to implement 
the vision and mission? 

Run the Operations 
What internal processes must we excel to provide valuable 
services while achieving the vision and mission? 

Manage Resources 
How do we deliver quality services efficiently and remain 
financially sound while achieving the vision and mission? 

Develop Personnel 
What skills, tools, and organizational climate do our employees, 
elected officials, and volunteer advisory board members need to 
meet the community’s needs while achieving the mission and 
vision? 
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BALANCED SCORECARD – KEY DEFINITIONS & COMPONENTS 
  
Mission:   Why we exist. 
 
Core Values:  What we believe in, guiding principles. 
 
Vision:   Word picture of the future. 
 
Focus areas:   Themes on which the organization will concentrate efforts, dedicate resources, and strive to achieve significant 

improvements. The focus areas reflect what the Town’s Board of Commissioners believes must be done to succeed.   
 
Perspectives:   The four different views that are used to create a “balanced” way of establishing objectives and measurements to assist the 

organization in accomplishing the vision and strategic priorities.  The traditional four perspectives used in corporate 
strategic planning and program evaluation are 1) Financial, 2) Internal Business Process, 3) Customer, and 4) Innovation, 
Learning, & Growth.  While the names and definitions of these perspectives are frequently modified to meet different 
organization’s specific needs, the original intent of these four traditional perspectives usually remains intact.   

 
Objective: A concise statement describing the specific things the organization must do well in order to execute its strategy.  

Objectives often begin with action verbs such as “increase,” “reduce,” “improve,” “achieve,” and similar words.  
Examples:  Reduce Crime, Enhance Customer Service, Maintain Adequate Water Pressure, Promote Learning & Growth, 
Invest in Infrastructure, Deliver Competitive Services, Maintain Fiscal Strength, Maintain a Skilled & Diverse Workforce, 
Create Unity Between Neighborhoods, Provide Affordable Services, Protect the Environment, Enhance Walkability, etc.     

    
Measure: A standard used to evaluate and communicate performance against desired results.  Reporting and monitoring measures 

help organizations gauge progress toward effective implementation of strategy.  Example:  Percentage of water customers 
with an average pressure of 30 PSI or greater.   

 
Target: The desired result of a measure that communicates the expected level of performance.   Example:  98% of customers will 

have average water pressure of 30 PSI or greater.  A “stretch target” is a challenging target that may not be met.  It may be 
a multi-year goal with milestones. 

  
 
Initiative:   The specific programs, activities, projects, or actions the Town will undertake in an effort to meet performance targets.  

This is generally a one-time activity that goes away once you do it.  Examples:  A) Install Maple Avenue water main 
connector to increase pressure in the western pressure zone, and B) Develop and implement Water Booster Pump Cost 
Sharing Policy for service connections with pressure below 30 PSI. 

          
Cascading: The process of developing “aligned” Scorecards throughout an organization.  Each level of the organization will develop 

Scorecards based on the objectives and measures it can influence from the group to which they report.  For example, 
Police Patrol aligns/connects with the Police Department, who aligns/connects with the Town-wide Scorecard by 
developing their own objectives and measures based on how they influence the Town-wide objectives and measures. 

 
Cause & Effect:     The concept of cause and effect separates the Balanced Scorecard from other performance management systems.  The 

measures on the Scorecard should link together in a series of cause-and-effect relationships to tell the organization’s 
strategic story.  
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Learning & Growth 

    HILLSBOROUGH  
       TOWN STRATEGY 

Town Board Strategic Priorities 
Quality of Life 
Superior Services 
Community Safety 
Growth Management 
Economic Development 

 
PERSPECTIVES 

Learning & Growth 

MISSION 
We are stewards of the public trust 
who exist to make the Vision for 
Hillsborough a reality.  We manage 
and provide the infrastructure, 
resources and services that 
enhance the quality of life for the 
living beings and land within our 
Town. 

VISION 
Our Vision for Hillsborough is a 
prosperous Town, filled with vitality, 
fostering a strong sense of 
community, which celebrates and 
preserves its unique heritage and 
small-town character. 

Deliver Efficient 
Services  

Develop Long-Term 
Financial Plans  

Enhance Emergency 
Preparedness  

Excel at Staff & 
Logistical Support   

Improve 
Communication & 

Collaboration   

Provide Responsive 
& Consistent 

Services  

 Internal Business Process  

CORE VALUES 
High quality customer service by supplying basic services 
Maintain small town nature and strong sense of community 
Serve as a catalyst for change 
Build on Hillsborough’s unique “sense of place” including its history, architecture, citizens, river, and mountains 
Recognize the community’s diversity 
Sense of unity among neighborhoods – Hillsborough is for everyone 
Foster a sense of vibrancy –  “Happening Hillsborough” is an alive Community where things are growing,    
   happening, with lots of positive energy 
Recognize those citizens who are not able to pay by looking at ways to keep services affordable 

Enhance Relations 
with Other Entities 

Develop a Skilled & 
Diverse Workforce  

Support Training, 
Learning, & Growth  

Maintain Fiscal 
Strength  

Invest in 
Infrastructure   

 Financial  

  

 
 
 

  
 
 
 
 

     
 
      
        
 
 
 
 
 
 

 
 

 

 
 

 
 

 
 
            
 
 
 

DEVELOP PERSONNEL 

MANAGE RESOURCES 

RUN THE OPERATIONS 

SERVE THE COMMUNITY 

TOWN OBJECTIVES 

Preserve Cultural & 
Natural Resources 

Reduce Crime & 
Increase Citizen 

Safety 

Enhance Community 
Sustainability 

Strengthen Citizen 
Involvement & 

Access 

Expand Recreation, 
Walkability, & 
Connectivity 

Improve Satisfaction 
with Services 

 Customer 
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ADMINISTRATION – STRATEGY MAP “Linking Actions Through Cause & Effect” 
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DEVELOP 

PERSONNEL 

MANAGE 
RESOURCES 

RUN THE 

OPERATIONS 

SERVE THE 

COMMUNITY 

What and/or how will the department Serve the 
Community?   
Place all relative information on website, operate a Town 
information e-mail listserv, and regularly provide press 
releases to the media that increase the ease and speed in 
which citizens can access critical information about Town 
services, activities, and issues.  Complete an annexation 
feasibility study to identify areas that may be potential 
candidates for incorporation to address future equity issues 
regarding taxes, service use, and utility rate charges.  
Continue annual citizen survey to assess service quality in 
Town departments.  Work to reduce CO2 emissions 
produced from town buildings, operations, vehicles, and 
equipment.  Work with Chapel Hill, Carrboro, and OWASA 
to implement a Safe Watch Program. 

What must the department excel at to effectively 
Serve the Community?  
 Document/information preservation via electronic 

scanning and back-up. 
 Maintain full FEMA-mandated training for Incident 

Command System and National Incident Management 
System Training – approximately six courses & conduct 
exercises in the Town’s Emergency Operations Center. 

 Have the Public Information Officer available to assist 
departments, Town Board, and advisory boards in 
disseminating critical information to the public. 

 Communicate key issues, information, Board priorities, 
mission, and vision to employees via newsletters, 
meetings, and other means. 

 Operate an information bulletin board on the Town’s 
cable television channel. 

What must be done financially and/or efficiently to 
achieve the department’s objectives?    
 Keep administrative-related costs low as a percentage of 

the overall Town budget. 
 Develop recommended budgets/financial plans that are 

fiscally sound and help maintain adequate fund 
balance/savings levels in both operating funds. 

 Use 7-year financial plan, balanced scorecard, water 
capacity analysis, and annual budget to manage the 
Town’s resources in a proactive and responsible manner. 

What will the department do to provide personnel 
with the skills, tools, and organizational climate that 
are necessary to implement objectives?   
 Provide training opportunities to help employees build 

their skills so as to make them competitive for internal 
advancement/promotional opportunities, including 
Hillsborough University and others. 

 Create a positive environment where turnover rates, 
grievance levels, and sick leave usage are low. 

 Provide a career development planning system for 
interested employees. 

 Continue an interagency Organizational Development 
Program with Carrboro, Chapel Hill, and OWASA. 

 Continue the Innovations and Customer Service Awards 
Program. 

Strengthen 
Citizen 

Involvement 
& Access 

 
Improve 

Satisfaction with 
Services 

 
Enhance 

Emergency 
Preparedness 

 
Improve 

Communication 
& Collaboration 

 
Excel at Staff & 

Logistical 
Support 

 
Maintain Fiscal 

Strength 

 
Deliver Efficient 

Services 
 

 
Support Training, 

Learning & 
Growth 

 

Develop a 
Skilled & 
Diverse 

Workforce 

Superior 
Services 

Growth 
Management 

Quality 
of Life 

Economic 
Development Strategic Priorities  

Community 
Safety 

 
Preserve Cultural 

& Natural 
Resources 

 
Enhance 

Community 
Sustainability 

Administration 
Department Mission 

To provide a governmental 
system that is open, 
responsive, accountable, 
and regionally involved.  
(From the Vision 2010 
Plan.) 
 

16



ADMINISTRATION – BALANCED SCORECARD 
 
 

  Perspective 
Town-wide 
Objective 

Initiative Measure 
FY08 
Actual 

FY09 
Actual 

FY10 
Actual 

FY10 
Target 

Status/Result 

Serve the 
Community 

Strengthen 
Citizen 

Involvement & 
Access 

Enhance public 
access to information 
about Town services, 
meetings, key issues, 
and opportunities to 
provide feedback to 

Town officials 
through the website, 

listserv, press 
releases, newsletters 

and other means 

% of Citizen Survey 
respondents that have visited 

the Town’s website 
61.3% 67.4% 64.4% 65%  

“I feel informed about the 
Town and its services” – 
Average rating of Citizen 

Survey respondents 

6.85 6.98 7.16 6.50 
10 point rating scale: 
1 = strongly disagree 
10 = strongly agree 

“I regularly visit the Town’s 
website to get information 

about Town services and key 
issues” – Average rating of 
Citizen Survey respondents 

4.53 4.44 4.39 4.55 
10 point rating scale: 
1 = strongly disagree 
10 = strongly agree 

“The Town’s website is easy 
to navigate” – Average rating 
of Citizen Survey respondents 

6.02 5.78 6.16 6.05 
10 point rating scale: 
1 = strongly disagree 
10 = strongly agree 

Increase Town 
Information in Media 

# of press releases, advisories, 
guest columns sent to media 

73 110 114 N/A  

% of press releases, 
advisories used in some form 

by media 
79% 91% 96% 75%  

Enhance 
Community 

Sustainability 

Provide cost effective 
government, making 
Hillsborough a great 
place to live, work 

and play 

Town tax bill as % of median 
household income 

N/A N/A 2.16% N/A  

Improve 
Satisfaction 

with Services 

Conduct annual 
survey to measure 

citizen satisfaction on 
a variety of key Town 

services 

“The Town is responsive to 
the needs of citizens” – 

Average rating of Citizen 
Survey respondents 

6.77 7.07 7.05 7.10 
10 point rating scale: 
1 = strongly disagree 
10 = strongly agree 

“I have access to Town 
officials and staff when I have 
a concern” – Average rating 

of Citizen Survey respondents 

7.12 7.23 7.51 7.25 
10 point rating scale: 
1 = strongly disagree 
10 = strongly agree 

“Town employees treat 
customers courteously” – 
Average rating of Citizen 

Survey respondents 

7.91 7.98 7.82 8.00 
10 point rating scale: 
1 = strongly disagree 
10 = strongly agree 

“Town employees do their 
jobs in a professional 

manner” – Average rating of 
Citizen Survey respondents 

7.79 7.79 7.73 7.80  

Run the 
Operations 

Enhance 
Emergency 

Preparedness 

Electronically scan 
and back-up critical 

Town legislative 
actions and contracts 

on a regular basis 

% of Town Board approved 
Ordinances, Resolutions, and 

Proclamations scanned the 
week after approval 

100% 100% 100% 100%  

Improve 
Communication 

& 
Collaboration 

Regularly update 
employees, 
encourage 

participation and 
suggestions through 
the frequent sharing 
of information via 

employee 
newsletters, meetings, 

etc. 

“The Town’s strategy map 
and my department’s 

balanced scorecard have been 
shared with me” – Average 
rating of Employee Survey 

respondents 

7.75 8.00 

N/A 
Bi-

Annual 
Survey 

8.05 
10 point rating scale: 
1 = strongly disagree 
10 = strongly agree 

Excel at Staff & 
Logistical 
Support 

Provide the Mayor & 
Board with sufficient 

time to prepare for 
meetings and review 

agenda materials 

% of Town Board meetings 
agenda packets delivered to 
elected officials at least 4 

days prior to meeting 

100% 65% 50% 90%  

Manage 
Resources 

Deliver 
Efficient 
Services 

Maintain low 
administrative costs 

% of Administration and 
Governing Body costs 

compared to total budget 
7.00% 5.71% 4.75% <6%  

Maintain 
Financial 
Strength 

Develop a fiscally 
responsible Annual 

Budget & 10-yr 
Financial Plan 

% of years in the Budget/7-yr 
Financial Plan that projects 

fund balance levels of at least 
20% for both the GF and 

Water/Sewer Funds 

100% 71% 100% 100%  
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  Perspective 
Town-wide 
Objective 

Initiative Measure 
FY08 
Actual 

FY09 
Actual 

FY10 
Actual 

FY10 
Target 

Status/Result 

“I feel that the Town spends 
my tax dollars wisely” – 
Average rating of Citizen 

Survey respondents 

6.46 6.44 6.33 6.50 
10 point rating scale: 
1 = strongly disagree 
10 = strongly agree 

Receipt of the Government 
Finance Officers 

Association’s Distinguished 
Budget Presentation Award 

Yes Yes Yes Yes 
FY10 marked the 9th 
year the Town has 

received this award. 

Ensure adequate cash 
reserves are 

maintained for the 
Town 

General Fund: undesignated 
fund balance as a % of 

expenditures 
46% 56% 46% 33% 

Town’s Fund Balance 
Policy recommends 
maintaining between 

20-60% of annual 
operating expenses with 

a target of 33% 

Develop 
Personnel 

Support 
Training, 

Learning & 
Growth 

Make a variety of 
training opportunities 

(in-house and 
outside) available to 

town employees, 
elected officials, 
advisory board 
members, and 

volunteers 

Total attendance at 
Hillsborough University 

courses 
13 15 5 25 

5 employees completed 
the FY10 writing 

course. 

Develop a 
Skilled & 
Diverse 

Workforce 

Maintain a dedicated, 
productive, and 

diverse workforce 

Town Turnover Rate:  
Police 

Non-Police 

12.6% 
25.0% 
6.3% 

8.5% 
6.3% 

  9.7% 

8.7% 
12.7% 
6.6% 

5.5% 
7.0% 
5.0% 

 

# of employee appeals and 
grievances per 100 FTE 

0 2.14 0 1  

Sick leave hours used per 
FTE 

57.2 50.2 56.4 55  

“The Town is a “great” place 
to work” – Average rating of 

Employee Survey 
respondents  

8.62 8.59 

N/A 
Bi-

Annual 
Survey 

8.70 
10 point rating scale: 
1 = strongly disagree 
10 = strongly agree 

Promotional opportunities 
hired internally 

3 2 7 1  
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ADMINISTRATION – FY10 YEAR-END BALANCED SCORECARD OVERVIEW 

ACCOMPLISHMENTS:   

Which targets did your department meet and/or exceed? What is the significance of meeting these targets? How did the 
department meet/exceed these targets?  What will be done to ensure continued success? 

The average rating of Citizen Survey respondents who said they “feel informed about the Town and its services” 
increased by 2.6% from FY09 to 7.16 (10 point rating scale: 1 = strongly disagree, 10 = strongly agree).  This is the 
second year this indicator has seen an increase.  To achieve this, the department continued to provide press releases to the 
media, post bulletins to the government access channel and update the Town’s website with timely information.  In 
addition, the percent of press releases used by the media increased by 5.5% to 96%.  The department also revised the 
Town’s website to make it more user-friendly.  As a result, the average rating of Citizen Survey respondents for the 
statement “the Town’s website is easy to navigate” saw a 6.6% increase.  Going forward, the department will continue 
these efforts as well as explore new approaches of communicating with citizens.  

 

CHALLENGES: 

Which targets did your department not meet?  What challenges did the department face in meeting these targets?  What 
will be done to try to meet the targets going forward (i.e. adjustments in strategy)? 

The average rating of Citizen Survey respondents who feel that the Town spends their tax dollars wisely decreased 1.7% 
to 6.33.  This decrease occurred even though the percent of Administration and Governing Body costs compared to the 
total budget decreased for the second consecutive year, with a total decrease of 32.1% since FY08.  In addition, the 
percent of years in the budget and 7-year financial forecast that the General Fund and Water/Sewer Fund have fund 
balanced levels of at least 20% is at 100%.  To address this challenge, the department will continue to communicate to the 
public how the Town is managing their money and how they can get involved in the budget process.   
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FINANCE – STRATEGY MAP “Linking Actions Through Cause & Effect” 

  

 
     

--------------------------------------------------------------------------------------------------------------------------------------- 
PERSPECTIVES 

 
      
        
 
 
 
 
--------------------------------------------------------------------------------------------------------------------------------------- 
             

 
 
 
 
 
 
 
 
--------------------------------------------------------------------------------------------------------------------------------------- 
             
 
 
 
 
 
 
 
 
--------------------------------------------------------------------------------------------------------------------------------------- 
 

           

Quality 
of Life 

Growth 
Management 

Economic 
Development 

Superior 
Services 

Community 
Safety 

Finance Department 
Mission 

Manage all aspects of the 
Town’s finances in a timely, 
accountable manner and in 
accordance with GAAP and 
the General Statues of the 
State of North Carolina. 

Strategic Priorities  

SERVE THE 

COMMUNITY 

RUN THE 

OPERATIONS 

MANAGE 
RESOURCES 

DEVELOP 

PERSONNEL 

What will the department do to provide personnel 
with the skills, tools, and organizational climate that 
are necessary to implement objectives? 
 Provide on-going training on system hardware, software, 

and customer service. 

What must be done financially and/or efficiently to 
achieve the department’s objectives?   
 Actively pursue collection of delinquent utility accounts.  
 Reduce time needed to process monthly utility payments 

by increasing the number of customers on automatic 
bank draft.   

 Explore ways to improve bond rating.   
 Improve efficiency of gathering meter reads by 

completing the installation of electronic meters. 
 Explore online payment options. 
 Seek ways to reduce the bank charges associated with 

taking credit/debit card payments.  
 Safeguard investments and liquidity through 

diversification. 

What must the department excel at to effectively 
Serve the Community? 
 Establish a routine practice of confirming customer’s 

phone number on record to be the best contact number. 
 Provide prompt connection/reconnection to customers 

without service. 
 Provide timely monthly reports to staff. 
 Accurate meter reading and billing. 
 

What and/or how will the department Serve the 
Community? 
 Provide quality service as perceived by utility customers 

and Town staff.  The department will keep citizens 
informed of key issues and other Town services by 
printing regular messages on monthly utility statements.  

 Promote and encourage citizen donations to the water 
assistance program 

 
 

 
Improve 

Satisfaction with 
Services 

Strengthen 
Citizen 

Involvement & 
Access 

 

 
Enhance 

Emergency 
Preparedness 

 

Provide 
Responsive & 

Consistent 
Services 

 

 
Excel at Staff & 

Logistical 
Support 

 

 
Maintain Fiscal 

Strength 
 

 
Deliver Efficient 

Services 
 

Develop a 
Skilled & 
Diverse 

Workforce 
 

 
Support Training, 

Learning, & 
Growth 
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FINANCE – BALANCED SCORECARD 

 
 

  Perspective 
Town-wide 
Objective 

Initiative Measure 
FY08 

Actual 
FY09 
Actual 

FY10 
Actual 

FY10 
Target 

Status/Result 

Serve the 
Community 

Strengthen 
Citizen 

Involvement & 
Access 

Keep citizens 
informed of 

important issues and 
service–related items 

% of months a message is 
included on the water/sewer 

bill and/or an information flier 
is included with the bill 

100% 100% 100% 100%  

Encourage citizens  
to contribute to the 

water assistance 
program 

Dollars donated by citizens $4,384 $5,087 $4,441 N/A  

Improve 
Satisfaction 

with Services 

Provide quality 
service as perceived 
by utility customers 

“Collections staff are helpful” 
– Average rating of Citizen 

Survey Respondents 
7.66 7.72 7.75 7.48 

10 point rating scale: 
1= strongly disagree 
10 = strongly agree 

Provide water utility 
assistance to indigent 

families with 
contributions from 

citizens 

Number of  households 
assisted and total dollar 

assistance (calendar year) 

N/A 
N/A      

106 
$6,656 
(CY08)   

154 
$11,961 
(CY09) 

N/A  

Run the 
Operations 

Enhance 
Emergency 

Preparedness 

Ensure that every 
existing utility 

customer and all new 
utility customers 

have a current phone 
number on record for 

reverse 911 calls.  
Billing and 

Collections staff will 
verify phone number 
each time a customer 

is assisted 

% of account with phone 
numbers 

88% 94% 95% 96%  

Provide 
Responsive & 

Consistent 
Services 

Connect and 
reconnect utility 

customers in a timely 
manner 

% of new utility customers 
connected within 24 hours of 

request 
99% 99% 99% 100%  

% of current customers with 
interrupted service 

reconnected on the same day 
as payment 

99% 99% 100% 100%  

Excel at Staff 
& Logistical 

Support 

Provide timely 
monthly financial 

statements and 
associated schedules 
to managerial staff 

% of times monthly financial 
reports completed by 10th of 

month 
82% 92% 75% 100% 

Cross-training resulted 
in fewer reports being 
completed by the 10th. 

Issue purchase orders 
in a  timely manner 

% of purchase orders issued 
same day 

99% 100% 100% 100%  

Manage 
Resources 

Deliver 
Efficient 
Services 

Expand the use of 
technology for 
receiving utility 

payments 

% of utility customers on 
automatic bank draft 

18.5% 19.6% 25% 25%  

Replace manual read 
meters with 

electronic read 
meters 

% of meters electronically 
read  

50% 50% 94% 100%  

Maintain 
Financial 
Strength 

Collect Delinquent 
utility accounts 

through Debt Setoff 
program 

% of bad debt collected 
(cumulative) 

19.1% 20.6% 20.9% 25%  

$ amount of  bad debt 
collected (cumulative) 

$86.7K $115.6K $130k 120K  

Maintain bond rating  

Standard & Poor’s bond rating A A A A  

Moody’s Investor Services 
bond rating 

A2 A2 A2 A2  

Minimize fees paid 
to financial 

institutions for 
accepting credit/debit 

cards 

% of customers paying by 
credit/debit cards 

4.95% 6.38% 6.56% N/A 12 month average. 

Fees paid to financial 
institutions for accepting 

credit/debit cards 
$8,786 $11,496 $10,059 N/A  

% of credit/debit card fees 
paid to financial institutions 

recovered 
N/A N/A 45.4% N/A 

$3 convenience fee 
charged to customers 

paying by phone 
starting in FY10. 
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  Perspective 
Town-wide 
Objective 

Initiative Measure 
FY08 

Actual 
FY09 
Actual 

FY10 
Actual 

FY10 
Target 

Status/Result 

Adhere to Investment 
Policy 

% of investments in 
compliance with investment 

policy 
N/A 75% 100% 100%  

Develop 
Personnel 

Develop a 
Skilled & 
Diverse 

Workforce 

Provide on-going 
classes on existing 
software, computer 
usage, writing and 

supervisory 
workshops to ensure 

best practices and 
promote growth 

% of employees that have 
attended at least one class, 

workshop, seminar or 
conference within the fiscal 

year 

N/A 82% 0% 50% 

Training will be 
provided to employees 
every other year due to 

budget constraints. 

Support 
Training, 

Learning & 
Growth 

Provide customer 
service training on an 

annual basis 

% of employees that complete 
customer service training 

18% 18.8% 0% 100% 

Training will be 
provided to employees 
every other year due to 

budget constraints. 
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FINANCE – FY10 YEAR-END BALANCED SCORECARD OVERVIEW 

ACCOMPLISHMENTS:   

Which targets did your department meet and/or exceed? What is the significance of meeting these targets? How did the 
department meet/exceed these targets?  What will be done to ensure continued success? 

The Finance Department met 14 out of 16 initiatives. The initials met were: 
1) Keep citizens informed of important issues-achieved with printed message on/in utility statement. 
2) Encourage citizens to contribute to the water assistance program-achieved by including solicitation flyers in with 

monthly billing statements. 
3) Providing quality service as perceived by the customer-achieved with continued customer service coaching. 
4) Enhance emergency preparedness-achieved by written and oral solicitation of phone numbers for CodeRed. 
5) Connect and reconnect utility customers within a 24 hour period- achieved by adhering to planned schedule. 
6) Provide timely monthly financial reports to managerial staff and elected officials- achieved by adhering to planned 

schedule. 
7) Issue same day purchase orders-achieved by adhering to planned schedule. 
8) Expand the use of technology for receiving utility payments-achieved by placing a message on the monthly billing 

statement and offering to reduce late penalties. 
9) Replace manual read meters with electronic meters-achieved by out sourcing the project. 
10) Collect delinquent accounts- achieved by use of debt collection clearing house. 
11) Maintain Bond rating-achieved by making timely debt payments and establishing various policies. 
12) Minimize fees paid to financial institutions-achieved by charging customers who pay over the phone with credit/debit 

card a convenience fee. 
13) Adhere to investment policy-achieved by limiting investment to any one financial institution. 
14) Minimize fees paid to financial institutions for accepting credit/debit cards. 
 

CHALLENGES: 

Which targets did your department not meet?  What challenges did the department face in meeting these targets?  What 
will be done to try to meet the targets going forward (i.e. adjustments in strategy)? 

Targets not met:  
1) Provide on-going classes on existing software-training deferred due to budget constraints. 
2) Provide formal customer service training to staff each fiscal year-training deferred due to budget constraints. 
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PLANNING – STRATEGY MAP “Linking Actions Through Cause & Effect” 

  

 
     

--------------------------------------------------------------------------------------------------------------------------------------- 
PERSPECTIVES 
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Planning Department 
Mission 

To assist with the 
implementation of the 
revised Vision 2010 plan 
through timely review and 
reasonable enforcement of 
local development codes.  
This also includes citizen 
interaction and facilitating 
adjustments to the vision as 
they become necessary.

Strategic Priorities  
Quality 
of Life 

Superior 
Services 

Growth 
Management 

Community 
Safety 

DEVELOP 

PERSONNEL 

MANAGE 
RESOURCES 

RUN THE 

OPERATIONS 

SERVE THE 

COMMUNITY 

What will the department do to provide personnel 
with the skills, tools, and organizational climate that 
are necessary to implement objectives?   
 
Zoning Official Certification for Code Enforcement Officer; 
AICP certification for Planner; Basic ARCView (GIS) 
training for all department staff; Represent the Town on 
regional committees and efforts. 
 

What must be done financially and/or efficiently to 
achieve the department’s objectives?    
 
Maximize Town resources by seeking outside funding, such 
as grants, to offset project costs.  
 
 

What must the department excel at to effectively 
Serve the Community? 
 
 Establish routine code enforcement patrols across all 

neighborhoods. 
 Conduct spot inspections of projects to ensure condition 

compliance. 
 Use Technical Review Committee to improve 

department and organization communication on 
development. 

 Provide timely and useful information to citizen 
volunteers. 

What and/or how will the department Serve the 
Community? 
Maintain up-to-date development information on the 
website; Encourage broad based citizen participation on 
advisory boards; Encourage green building practices in 
substantial projects; Provide timely response and action on 
enforcement issues; Complete timely implementation of 
adopted policy and small area plans; educate property 
owners about benefits of proper maintenance; tract 
development and acquisition of park land. 
 

Economic 
Development 

Strengthen 
Citizen 

Involvement 
& Access 

 

 
Preserve Cultural 

& Natural 
Resources 

 

 
Expand Rec, 

Walkability, & 
Connectivity 

 

 
Enhance 

Community 
Sustainability 

 

 
Improve 

Satisfaction with 
Services 

 

Provide 
Responsive & 

Consistent 
Services 

 

 
Improve Comm. 
& Collaboration 

 

 
Excel at Staff & 

Logistical 
Support 

 

 
Maintain 
Financial 
Strength 

 

 
Support Training, 

Learning, & 
Growth 

 

 
Enhance 

Relations with 
Other Entities 
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PLANNING – BALANCED SCORECARD 
 
 

  Perspective 
Town-wide 
Objective 

Initiative Measure 
FY08 
Actual 

FY09 
Actual 

FY10 
Actual 

FY10 
Target 

Status/Result 

Serve the 
Community 

Strengthen 
Citizen 

Involvement & 
Access 

Maintain an up-to-
date website for 
citizen access 

% of months the Development 
Activity section of the website 
was updated to reflect change 

in project status 

N/A 60% 75% 90% 

Information was updated 
9 of 12 months.  With 

the economic slow down, 
there were more months 
with no activity to report 

or update. 
Encourage 

participation by a 
wide cross-section 
of area residents on 

advisory boards 

% of neighborhoods with at 
least one appointee to 4 

standing advisory boards 
N/A 70% 78% 75% 

Using 14 of the 16 park 
districts, we have 

volunteer board members 
residing in 11 districts. 

Enhance 
Community 

Sustainability 

Integrate Green 
Buildings into 
development 

projects 

% of projects requiring Town  
Board review to incorporate 
“green” building standards 

N/A 25% 100% 25% 

Only one project 
requiring Town Board 
approval was filed and 
reviewed this year – 
UNC Hospital – they 

committed to some level 
of green building. 

Develop 
Wayfinding Sign 

Plan and 
implement Sign 

Program 

Completion percentage for 6 
year process 

N/A N/A 25% 25% 
25% for completing 

plan; 15% for each year 
of sign construction. 

Improve 
Satisfaction with 

Services 

Provide timely 
response to 

complaints and 
violations 

Average # of business days 
from receipt of complaint to 

site inspection 
N/A N/A 1 <5 

In 27 of 37 cases, the 
inspection happened the 

same day or within 1 
day. 

% of violations brought into 
voluntary compliance 

N/A 50% 57% 80% 

57% (21 of 37) - Five of 
the unresolved cases are 
still within their first 30 

days to respond. 

Preserve Cultural 
& Natural 
Resources 

Educate owners of 
historic properties 

about the 
importance of the 
design guidelines 

# of approvals for 
maintenance, minor and 

exempt works due to guideline 
compliance 

N/A 35 41 25 

This item could be 
interpreted a number of 
ways, but homeowners 
are taking advantage of 
the shorter process time. 

Expand 
Recreation, 

Walkability, & 
Connectivity 

Procure and 
develop land for 
both passive and 
active recreation 

facilities 

Acres of developed parkland 
per 1,000 population 

Total Acres 

N/A 
N/A 

N/A 
N/A 

86.4 
577 

4.5 
577 

577 acres/6677 city 
residents = 86 ac/1000 

people 

Acres of parkland awaiting 
development per 1,000 

population 
Total Acres 

N/A 
N/A 

N/A 
N/A 

12.9 
86 

4 
86 

86 acres/ 6677 city 
residents = 12.9 ac/1000 

people 

Run the 
Operations 

Provide 
Responsive & 

Consistent 
Services 

Provide timely 
information to 

applicants 

% of development 
applications submittals 

reviewed and sent comments 
within 10 business days 

N/A N/A 79% 90% 
79% (15 of 19) reviewed 

in 10 or fewer days.  
Average time is 5.2 days. 

Convert adopted 
plan work tasks 

into implementable 
tasks with 
deadlines 

% of tasks from adopted plans 
completed on schedule 

N/A N/A 36% 25% 
10 of 28 tasks scheduled 

for FY10 were 
completed during FY10. 

Improve 
Communication 
& Collaboration 

Improve 
departmental 
coordination 

through Technical 
Review Committee 

review of new 
development 

% of applications for 
Technical Review Committee 
review able to be approved or 
approved with conditions in 

the first meeting 

N/A N/A 75% 60% 

3 of 4 applications 
reviewed by the TRC 

were approved or 
approved with conditions 

in one meeting. 

Excel at Staff & 
Logistical 
Support 

Provide timely and 
useful information 

to citizens and 
volunteers 

% of volunteer board members 
rating overall satisfaction with 

agenda materials as “very 
satisfied” or “satisfied” 

N/A N/A N/A 80% 

No survey was 
conducted of board 
members during the 

fiscal year. 

Manage 
Resources 

Maintain 
Financial 
Strength 

Pursue grant 
opportunities with 

a high rate of 
leveraging for local 

funds 

Ratio of grant dollars awarded 
to  required matching local 

dollar 
N/A 7:1 

(HOME) 
1:1 2:1 $392,000 PARTF award. 
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  Perspective 
Town-wide 
Objective 

Initiative Measure 
FY08 
Actual 

FY09 
Actual 

FY10 
Actual 

FY10 
Target 

Status/Result 

 

Maintain strong 
ratio of completed 
development value 
related to annual 
operating costs 

Ratio of reported construction 
value dollars completed to 

dollar of department operation 
expenditures 

N/A 68:1 77:1 70:1 

Permits for more than 
$12M in construction 

were issued versus 
$155,000 dept 

operational expenses 
(excluding salaries). 

Develop 
Personnel 

Support Training, 
Learning, & 

Growth 

Promote 
professional 
development 

through 
certification 

% of zoning officials certified 25% 50% 25% 66% 
One CZO left during the 
fiscal year.  This position 

was not filled. 

% of planners certified 66% 66% 66% 66% No change this year. 

Provide GIS 
training for all 

Planning 
Department 
employees 

% of Planning staff with at 
least basic ARC View training 

75% 75% 100% 100% No change this year. 

Enhance 
Relations with 
Other Entities 

Represent the 
Town on regional 
committees and 

efforts 

% of regional meetings 
attended where Town had an 

appointed seat 
83% 72% 67% 80% 

67% for the entire 
department.  Director at 
33%, other staff 92%. 

% of workshops and meetings 
of regional interest attended 

where topics were relevant to 
Hillsborough 

70% 60% 69% 60% 
69% (25 of 36) for entire 
department.  Director at 
50%, other staff at 93% 
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PLANNING – FY10 YEAR-END BALANCED SCORECARD OVERVIEW 

ACCOMPLISHMENTS:   

Which targets did your department meet and/or exceed? What is the significance of meeting these targets? How did the 
department meet/exceed these targets?  What will be done to ensure continued success? 

The department met 12 of the 20 targets established this year. 

The most telling of these was the 1 day turnaround from complaint to site inspection for code enforcement, especially 
considering that we did not have a staff person dedicated to this for the vast majority of the fiscal year.  We had to share 
the responsibility and keep code enforcement in our minds on a more regular basis. 

Keeping the measures close at hand during the year helps keep everyone focused on these items.  Also, having a work 
plan that is tied to the targets is helpful as well.  As with some previous measures that we stopped tracking, once a habit is 
established with some items, they no longer need to be measured and tracked as they become ingrained in the way of 
doing business. 

The group of measures now being used better reflects the work of the department and provides more useful information 
than previous measures and takes a reasonable time commitment to monitor. 

 

CHALLENGES: 

Which targets did your department not meet?  What challenges did the department face in meeting these targets?  What 
will be done to try to meet the targets going forward (i.e. adjustments in strategy)? 

One measure was not addressed at all during the period (checking satisfaction of the board members with agenda items) 
which was a simple oversight and inattention to the measure.  We are considering having a short survey done twice a year 
to monitor quality over the course of the year.  Starting at the beginning of the fiscal year seems the easiest to remember, 
so surveys will be sent shortly. 

The loss of a staff person focused on enforcement impacted the clearance rate for violations, but we were able to keep 
pace with inspections and notices. 

Establishing targets that are reasonable is important.  Only one or two of the departments targets are stretch targets and it 
helps keep attention focused on the work rather than just tallying numbers. 
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SAFETY & RISK MGMT.  – STRATEGY MAP “Linking Actions Through Cause & Effect” 
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PERSPECTIVES 
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DEVELOP 

PERSONNEL 

MANAGE 
RESOURCES 

RUN THE 

OPERATIONS 

SERVE THE 

COMMUNITY 

Superior 
Services 

Growth 
Management 

Quality 
of Life 

Economic 
Development Strategic Priorities  

Community 
Safety 

Improve 
Satisfaction 

with Services 

 

 Safety and Risk Management 
Department Mission 

To protect every employee from the 
hazards associated with performing 
their daily task, while providing the 
citizens the most cost effective and 
safest workforce in North Carolina. 
This is accomplished by empowering 
employees to make informed decisions 
through comprehensive training and 
education, providing them with the 
necessary Personal Protective 
Equipment needed to carry out their 
daily tasks, and updating/revitalizing 
outdated equipment, programs, and 
processes, while working within the 
budget set forth by the Town Board.  

What and/or how will the department Serve the 
Community?  
 
The Safety and Risk Management Department will work 
with departments to ensure that employees have the 
appropriate equipment and necessary training to provide 
Town services and accomplish initiatives in a way that 
would minimize safety related concerns an impact to the 
residents of Hillsborough.  Whenever a citizen files 
insurance claims against the Town it will be processed in an 
expeditious manner.   

 

What must the department excel at to effectively 
Serve the Community?  
 
The department will ensure that employees are well 
informed and made aware of health and safety practices in 
an effort to promote a safe work environment.  This will be 
accomplished through monthly meetings, newsletters, 
training, safety inspections, and by using the employee 
expertise that is available on the Safety and Wellness 
Committees. 

What must be done financially and/or efficiently to 
achieve the department’s objectives?  
 
Development of policies, programs and procedures that will 
encourage/provide incentives for injured employees to 
return to work as quickly as possible, as well as protect 
town owned property.  Funding should be available to 
facilitate safety and wellness training, and the department 
must be committed to developing safety & health programs, 
policies, and guidelines.  Minimize the number and severity 
of accidents and injuries so as to control insurance costs and 
limit lost time due to injuries. 

 

What will the department do to provide personnel 
with the skills, tools, and organizational climate that 
are necessary to implement your objectives?   
 
The organization is committed to providing training and 
professional development opportunities.  It is goal of the 
Town to have the safest work environment for our 
employees as possible. 

 

Improve 
Comm. & 

Collaboration 

 

Excel at Staff 
& Logistical 

Support 

Deliver 
Efficient 
Services 

 

Support 
Training, 

Learning, & 
Growth 

Enhance 
Relations with 
Other Entities 
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SAFETY & RISK MANAGEMENT – BALANCED SCORECARD 
 
 

  Perspective 
Town-wide 
Objective 

Initiative Measure 
FY08 

Actual 
FY09 

Actual 
FY10 

Actual 
FY10 

Target 
Status/Result 

Serve the 
Community 

Improve 
Satisfaction 

with Services 

Improve 
responsiveness to 
claims made by 

citizens 

% of citizen claims processed 
within 5 working days 

N/A 
 

100% 
 

100% 95%  

Run the 
Operations 

Improve 
Communication 

& 
Collaboration 

Promote employee 
awareness through 

monthly Safety 
Committee meetings 

% of monthly Safety 
Committee meetings held 

annually 
73% 100% 100% 100% 

Meetings scheduled for 
11 months/year. No 

meeting in December. 

Promote employee 
awareness through 

distribution of 
“Health 4U” 

Employee Newsletter 

% of employees receiving 
monthly employee newsletter 

100% 100% 100% 100% 
Newsletter distributed 

monthly. 

Conduct Annual 
Health Fair to 

provide employees 
with an opportunity 
to meet with health 
service providers to 
discuss availability 
of health services 

% of employees attending 
annual Health Fair 

65% 61% 59% 75% 56 employees attended. 

Excel at Staff & 
Logistical 
Support 

Ensure that 
employees are 

following proper 
guidelines and 

procedures 

% of facilities brought into 
compliance with proper safety 

guidelines and procedures 
within 90 days 

N/A N/A N/A 95% 

35 item checklist used 
for base inspection. 

New measure starting in 
FY11. 

Perform safety 
inspections of all 

Town owned 
facilities to ensure 
compliance with 
OSHA standards 

% of park facilities brought 
into compliance within 90 

days 
N/A N/A N/A 95% 

New measure starting in 
FY11. 

% of facilities inspected 
annually 

100% 100% 80% 100% 
Inspected 8 of 10 

facilities. 

% of parks inspected annually N/A N/A 100% 100%  

Manage 
Resources 

Deliver 
Efficient 
Services 

Develop and 
maintain a return to 

work program to 
minimize the impact 

of Worker’s 
Compensation 

claims 

% of injured employees 
returning to work within 7 

calendar days of injury with 
medical approval 

80% 100% 100% 95%  

Develop policies and 
procedures to assist 
in lowering Property 
and General Liability 
Insurance premiums 

Town’s Experience Modifiers: 
Workers Compensation 

Property Liability 

 
1.26 
1.25 

 
1.27 
1.22 

 
1.27 
1.22 

 
1.0 
1.0 

Experience modifiers 
are used by the NCLM 

to determine the Town’s 
risk and calculate 

premiums.  Modifier is 
capped at 1.25, with 
1.25 being the most 

risky.  
Range: 0.75 – 1.25 

Control cost and 
limit unnecessary 
expenditures in 

Town’s operations 
due to preventable 

accidents 

Total costs of at fault accidents 
per FTE 

$326 $360 $76.75 <$250 Total costs = $7,067.10 

Worker’s Compensation 
expenses per $100 of salary 

and benefits 
$2.22 $2.41 

$2.44 
Est. 

<$2 
$148,053.41 / 

6,076,608.50 / $100 = 
$2.44  

# of Worker’s Compensation 
claims per 100 FTE 

2.14 3.00 8.69 <3 Total claims = 8 

# of OSHA recordable 
injuries: 

Town Total 
General Government 

Public Safety 
Public Works 
Water/Sewer 

 
 
3 
0 
2 
1 
0 

 
 
3 
0 
2 
1 
0 

 
 
8 
0 
4 
3 
1 

 
 

0 
0 
0 
0 
0 

 

# of preventable vehicular 
accidents per 100,000 miles 

driven 
0.52 

 
1.13 

 
0.53 <0.5 Total accidents = 3 
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  Perspective 
Town-wide 
Objective 

Initiative Measure 
FY08 

Actual 
FY09 

Actual 
FY10 

Actual 
FY10 

Target 
Status/Result 

Work days lost due to work 
related injuries or illnesses per 

100 FTE  
42.7 7.48 8.69 <42 Total days lost = 8 

# of cases per 100 employees 
that contained lost workdays 

3 3.21 4.34 <3 Total cases = 4 

Develop 
Employees 

 
 

Support 
Training, 

Leaning & 
Growth 

Provide annual 
employee safety and 

health training 

# of employee safety training 
topics offered annually 

10 17 15 12  

# of training sessions offered 
annually 

N/A N/A 25 25 

To reach all applicable 
employees, some 

training topics have to 
be conducted multiple 

times. 
# of monthly “wellness” 
education programs held 

annually 
22 21 20 15  

Become a certified 
train-the-trainer and 

gain other safety 
certifications 

# of safety certifications 
currently held 

N/A N/A 40+ 1 

Currently have: 
40+ safety certificates 
9 required certificates 

2 instructor certification 
1 advanced certificates 

Develop written 
safety and health 

programs, policies 
and guidelines 

# of safety programs/Standard 
Operating Procedures (SOPs) 
developed and approved by 

Safety Committee 

5 4 4 4 

1-Prescription Eye 
Wear 

2-Hearing Conservation 
3-Hanging Decorations 
on Utility Poles SOP 
4- Changing Chlorine 

Tanks SOP 

Enhance 
Relations with 
Other Entities 

Network with 
counterparts in other 

municipal 
organizations to 

increase knowledge 
and skills in 
promoting 

“wellness” initiatives 
directed towards 

improving employee 
health 

# of networking contacts 
initiated annually 

6 12+ 25+ 10 

Joined NC-AWWA 
Safety Committee, Mid-

State Safety Council, 
and American Society 
of Safety Engineers. 
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SAFETY & RISK MGMT. – FY10 YEAR-END BALANCED SCORECARD OVERVIEW 

ACCOMPLISHMENTS:   

Which targets did your department meet and/or exceed? What is the significance of meeting these targets? How did the 
department meet/exceed these targets?  What will be done to ensure continued success? 

Reducing incidents and preserving life has and will continue to be the primary objective: promoting safety awareness and 
addressing training in highly sensitive areas are vital to a healthy and safe environment. Using instructional tools and 
more on the job training (OJT) sessions of appropriate topics will strengthen the work force.  

By including members of the Towns Safety Committee in the inspection process, hazards are identified quicker, more 
efficiently and issues are addressed sooner. Committee members are extensions of the safety office and are more apt to 
recognize dangers in the work areas. Members work in various areas throughout the organization and will recognize 
problems early, being a positive force in alleviating incidents. 

Inspections of facilities conducted regularly reflect fewer accidents and will lower premiums for all. In a constant 
endeavor, updating programs, policies and implementing new techniques will show a return for employees of the Town. 
In maintaining a strong training program the Town’s workforce will continue to have a reduction of accidents and a safer 
work place.   

Park inspections and facility inspections are a first line defense against incidents. There were no incidents reported to the 
safety office for parks for the year and only minimal accidents reported for the facilities.     

   

CHALLENGES: 

Which targets did your department not meet?  What challenges did the department face in meeting these targets?  What 
will be done to try to meet the targets going forward (i.e. adjustments in strategy)? 

Risk Modifiers are on the decline due to several bad years dropping off and expensive claims being removed. Workers’ 
Compensation has dropped to 0.93 down from 1.27 and our P & L is currently at 1.00 down from 1.223. This calculates 
into savings for everyone involved. Safer working conditions, improved awareness and safer minded employees are all 
responsible particulates in the battle against accidents.   
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POLICE – STRATEGY MAP “Linking Actions Through Cause & Effect” 
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Police Department 
Mission 

It is the Mission of the 
Hillsborough Police 
Department to provide 
quality law enforcement 
services to its citizens; 
addressing quality of life 
issues and providing 
opportunities for 
community collaboration. 

DEVELOP 

PERSONNEL 

MANAGE 
RESOURCES 

RUN THE 

OPERATIONS 

SERVE THE 

COMMUNITY 

Strategic Priorities  

Superior 
Services 

Growth 
Management 

Quality 
of Life 

Economic 
Development 

Community 
Safety 

What and/or how will the department Serve the 
Community? 
 
Conduct high-visibility drug suppression operations, 
increase the number of established Community Watch 
Groups, and aggressively patrol neighborhoods when not 
responding to calls. 

 
 

Strengthen 
Citizen 

Involvement 
& Access 

 
Improve 

Satisfaction with 
Services 

 

 
Reduce Crime & 
Increase Citizen 

Safety 
 

Enhance 
Emergency 

Preparedness 
 

 
Improve Comm. 
& Collaboration 

 

Provide 
Responsive & 

Consistent 
Services 

 

What must the department excel at to effectively 
Serve the Community?  
 
Excel in developing collaborative solutions internally as a 
department to successfully support our citizens externally. 
This will be accomplished by establishing cross functional, 
problem solving focus teams that leads to a productive 
support system designed to assist both our department and 
the collective community.  

 
 

What must be done financially and/or efficiently to 
achieve the department’s objectives? 
 
Develop comprehensive approaches to improve Part I/II 
clearance rates, reduce vehicle accidents and increase 
overall traffic safety by increasing the department’s 
clearance rate by deploying an aggressive traffic unit, and 
deploying a motorcycle patrol unit.  

 
 

 
Deliver Efficient 

Services 
 

 
Maintain Fiscal 

Strength 
 

What will the department do to provide personnel 
with the skills, tools, and organizational climate that 
are necessary to implement objectives? 
 
Be a “learning organization” by providing opportunities for 
training, continuing education and professional growth, by 
developing in service training programs that focus on 
community policing report writing and customer service.   

 
 

 
Support Training, 

Learning, & 
Growth 
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POLICE – BALANCED SCORECARD 
 
 

  Perspective 
Town-wide 
Objective 

Initiative Measure 
FY08 

Actual 
FY09 
Actual 

FY10 
Actual 

FY10 
Target 

Status/Result 

  Serve the 
Community 

Strengthen 
Citizen 

Involvement & 
Access 

Maintain 
Neighborhood Watch 
groups, community 
events and youth 

outreach programs 

# of Neighborhood Watch 
programs 

9 11 8 14 

HPD is actively working to 
establish community watch 

groups in several new 
neighborhoods.  Due to a 
lack of citizen response, 
we have not been able to 

meet our FY10 goal. 

Reduce Crime 
& Increase 

Citizen Safety 

Reduce drug offenses 
by conducting high 

visibility drug 
suppression 

operations in targeted 
neighborhoods 

# of high-visibility drug 
suppression operations 

conducted 
9 7 9 10  

Reduce crimes 
against persons and 

property by 
conducting directed 
(aggressive) patrols  

Part I crimes per 1,000 
population 

100.6 89.6 80.7 103  

Part II crimes per 1,000 
population 

182.9 164.8 164.3 199  

Improve 
Satisfaction 

with Services 

“Hillsborough is a safe 
place to live and work” – 
Average rating of Citizen 

Survey respondents 

7.98 8.17 8.28 8.20 
10 point rating scale: 
1 = strongly disagree 
10 = strongly agree 

Run the 
Operations 

Provide 
Responsive & 

Consistent 
Services 

Deploy Traffic 
Enforcement Unit to 

address speeding, 
moving violations, 

DWI and other 
driving offenses 

# of traffic safety 
operations conducted by 
Traffic Enforcement Unit 

31 25 37 16  

Develop a 
comprehensive 
approach for 

reviewing and 
investigating all Part 

I and II crimes to 
improve clearance 

rate 

Clearance rate for Part I 
offenses – Violent Crimes 

NC Average 
US Average (<10k pop) 

80.0% 
 

54.5% 
51.6% 

72.7% 
 

58.4% 
56.3% 

N/A 

70% 
 

N/A 
N/A 

At this time, there is still a 
large number of cases open 

from FY10.  Clearance 
rates will be determined 

when the majority of FY10 
cases are closed. 

Clearance rate for Part I 
offenses – Property Crimes 

NC Average 
US Average (<10k pop) 

47.3% 
 

23.3% 
22.2% 

43.3% 
 

24.7% 
23.4% 

N/A 

40% 
 

N/A 
N/A 

At this time, there is still a 
large number of cases open 

from FY10.  Clearance 
rates will be determined 

when the majority of FY10 
cases are closed. 

Clearance rate for Part II 
offenses 

73.5% 75.8% N/A 50% 

At this time, there is still a 
large number of cases open 

from FY10.  Clearance 
rates will be determined 

when the majority of FY10 
cases are closed. 

Increase overall 
traffic safety by the 
use of Traffic Unit 

and Motorcycle 
patrol 

# of traffic citations per 
1,000 population 

191.4 281.3 232.4 227.9  

# of civilian accidents per 
1,000 population 

52.6 41.0 36.5 37.4  

Improve 
Communication 
& Collaboration 

Maintain Problem 
Solving Teams 

(PSTs) of officers to 
meet monthly with 
Community Watch 

groups to assist 
citizens and establish 
positive relationships 

% of Community Watch 
meetings attended by PST 

representative 
80% 100% 100% 100%  

Enhance 
Emergency 

Preparedness 

Ensure the HPD is 
prepared to respond 
to an emergency or 
disaster situation 

% of officers that have 
completed mandated 
Incident Command & 

NIMS training 

100% 93% 80% 100%  

Manage 
Resources 

Deliver 
Efficient 
Services 

Reduce at fault 
vehicle accidents by 

officers 

# of at fault traffic 
accidents per 100,000 

miles driven 
0.42 1.91  0.42 <1 

One at-fault accident in 
FY10, with 237,529 miles 

driven. 

41



  Perspective 
Town-wide 
Objective 

Initiative Measure 
FY08 

Actual 
FY09 
Actual 

FY10 
Actual 

FY10 
Target 

Status/Result 

Provide cost efficient 
service to the 
community 

Per capita expense for 
police protection 

$416.50 $404.72 $364.38 $383.67  

Maintain 
Financial 
Strength 

Reduce operating 
costs and improve 

service by leveraging 
grant and drug 
seizure funds 

Total $ amount of grant 
money received 

$117,327 $57,014 $18,000 $11,000 
Byrne Grant – shared with 

other Orange County 
agencies. 

Total $ amount of drug 
money seized 

$2,105 $17,851 $3,257 $4,000  

Develop 
Employees 

Support 
Training, 
Learning 
&Growth 

Develop training 
operations for traffic 
unit officers in the 

investigation of 
accidents and other 

traffic related 
offenses 

% of officers certified in 
accident investigation and 

reconstruction 
(# of officers certified) 

6.9% 
(2) 

6.9% 
(2) 

6.9% 
(2) 

10.5% 
(3) 

Due to lack of training 
opportunities, we still have 
2 officers who are 2 classes 

short of being certified. 

Develop an in-service 
training program for 

basic community 
policing through a 
“train the trainer” 

initiative with the NC 
Justice Academy 

% of HPD officers trained 
in Introduction to 

Community Policing 
13.8% 25.5% 55.5% 100% 

HPD’s goal for this 
measure remains at 100%.  
We were not able to get all 
officers trained in FY10 
due to the lack of training 
opportunities.   

Ensure that officers 
receive training in 

high risk areas of law 
enforcement that are 

critical to their 
personal safety 

% of sworn officers that 
have taken a driver safety 
course within the past 3 

years 

79.3% 93% 100% 100%  
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POLICE – FY10 YEAR-END BALANCED SCORECARD OVERVIEW 

ACCOMPLISHMENTS:   

Which targets did your department meet and/or exceed? What is the significance of meeting these targets? How did the 
department meet/exceed these targets?  What will be done to ensure continued success? 

The Police Department exceeded our target of reducing the number of part I and part II crimes per 1000 population by a 
significant amount.  Our target for Part I crimes was 103 crimes per 1000 population and we actually recorded 80.7.  Our 
target for Part II crimes was 199 per 1000 population and we recorded 164.3.  This continues a reduction in our recorded 
crime rates over the past three years.  The department has accomplished this goal through increased directed patrols of 
areas we identified as potential high-crime areas.  We have also built strong relationships with the community watch 
programs, which resulted in increased communication between the police department and the citizens.  The Police 
Department will continue to build these relationships and focus on problem areas to continue this trend.  The department 
also exceeded our targets for clearance rates for Part I and Part II crimes.  For the first year, we included state and national 
benchmark clearance rates on our scorecard for comparison.  HPD’s clearance rates are consistently higher than state or 
national clearance rates and our targets reflect that.   

The Traffic Enforcement Unit more than doubled the target of 16 traffic safety operations by conducting 37 such 
operations in FY10.  These operations, such as driver license checkpoints, help keep the community safe by targeting 
drivers operating under the influence of alcohol and driving without valid licenses.  The Police Department also met our 
goal of recording less than one at-fault traffic accident by a police officer per 100,000 miles driven.  In FY10, the 
department had only one at-fault accident and logged more than 260,000 miles driven by police vehicles.  The Police 
Department holds yearly driver training in an effort to keep reducing the number of accidents by police officers. 

The Police Department also exceeded our targets of reducing the per capita expense for police protection and the total 
amount of grant money received.  In FY10 our budget, as were the budgets of all Town departments, were reduced due to 
the economic downturn.  The Police Department was still able to meet many of our targets while operating within a 
reduced budget.   

 

CHALLENGES: 

Which targets did your department not meet?  What challenges did the department face in meeting these targets?  What 
will be done to try to meet the targets going forward (i.e. adjustments in strategy)? 

The Police Department did not meet our FY10 target of creating new Community Watch programs, to increase the 
number of Community Watch groups in town to 14.  We actually lost two groups due to lack of interest by the citizens in 
those neighborhoods.  In FY11, bringing the groups back to life in those neighborhoods will be a focus of our Community 
Oriented Policing Division. 

The Police Department also did not meet two targets related to narcotics enforcement.  We did not meet our goal of 10 
high-visibility drug operations and we did not meet our goal of $4000 in drug money seized.  The amount of drug money 
seized is directly connected to the number of drug operations conducted.  During FY10, the number of drug-related 
complaints was sharply reduced, resulting in fewer high-visibility operations.  Going forward, we intend to change this 
measure to one which more accurately reflects the efforts of our narcotics enforcement. 
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FIRE MARSHAL & EMERGENCY MANAGEMENT  
STRATEGY MAP “Linking Actions Through Cause & Effect” 

  

 
     

--------------------------------------------------------------------------------------------------------------------------------------- 
PERSPECTIVES 

 
      
        
 
 
 
 
--------------------------------------------------------------------------------------------------------------------------------------- 
             

 
 
 
 
 
 
 
 
--------------------------------------------------------------------------------------------------------------------------------------- 
 
 
             
 
 
  
 
 
 
--------------------------------------------------------------------------------------------------------------------------------------- 
 

                
                
              

Superior 
Services 

Growth 
Management 

Quality 
of Life 

Economic 
Development Strategic Priorities  

Community 
Safety 

Fire Marshal & 
Emergency Management 

Mission 
Is to provide efficient and 
effective, education,  
inspections and investigation 
services to reduce the loss of 
life and property, and to 
improve the quality of life 
for the our citizens and 
visitors. 

What and/or how will the department Serve the 
Community?    
 
Influence business owners and the general public to 
maintain safe work and living environments. Educate school 
aged children in fire and life safety.  Prepare our community 
to face all types of emergency situations.  Deter the crime of 
arson through thorough cause & origin investigation and 
prosecution.   

 

What must the department excel at to effectively 
Serve the Community?  
 
Aggressively enforce the NC Fire Code and Town Fire 
Prevention Ordinance. Educate during the inspection by 
explaining what problems the particular code violation has 
presented in the past.  Promptly investigate citizen 
complaints with follow up response to ensure customer 
satisfaction.  Continue to train Town staff in emergency 
operations and present preparedness information to 
community watch, civic groups, news media and special 
events.   Exercise the Towns emergency response plan. 

DEVELOP 

PERSONNEL 

MANAGE 
RESOURCES 

RUN THE 

OPERATIONS 

SERVE THE 

COMMUNITY 

 
Reduce Crime & 
Increase Citizen 

Safety 
 

Enhance 
Emergency 

Preparedness 
 

 
Maintain Fiscal 

Strength 
 

 
Support Training, 

Learning, & 
Growth 

 

What must be done financially and/or efficiently to 
achieve the department’s objectives?   
 
Increase funding of part-time personnel.  Continue to write 
and apply for grants and other alternative funding sources. 

 
Implement the self-inspection program for re-inspections. 
 
Explore partnering with Orange Rural Fire Department. 
 
 

What will the department do to provide personnel 
with the skills, tools, and organizational climate that 
are necessary to implement objectives?       
 
Staff will be encouraged to attend area fire and life safety 
conferences, schools and association meetings. Attend 
association meetings related to inspections, prevention, and 
investigations. Maintain mutual assistance and collaboration 
with the Orange County Fire Marshal’s office and other 
agencies.   
 
Due to the current economy, staff will only attend schools  
required to maintain certifications.  
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FIRE MARSHALL & EMERGENCY MGMT.  – BALANCED SCORECARD 
 
 

  Perspective 
Town-wide 
Objective 

Initiative Measure 
FY08 
Actual 

FY09 
Actual 

FY10 
Actual 

FY10 
Target 

Status/Results 

Serve the 
Community 

Reduce Crime 
& Increase 

Citizen Safety 

Ensure that 
occupancies are in 

compliance with the 
NC Fire Prevention 

Code 

% of annual inspections 
completed 

100% 
 

100% 100% 
 

100%  

% of biennial inspections 
completed 

100% 
 

100% 100% 
 

100%  

% of triennial inspections 
completed 

120% 
 

100% 100% 
 

100%  

Increase the 
frequency of 
inspections in 

occupancies on the 
biannual and 

triennial schedule to 
reduce need for 

multiple re-
inspections 

% of increase in original 
inspections for occupancies on 

the biennial and triennial 
schedule 

10% 0% 12% 10%  

% of inspections requiring a 
re-inspection 

22% 16% 10% 

 
 

25%  

Teach fire prevention 
in each of the 2nd and 
4th grade class rooms 
in the 3 elementary 

schools within Town 
limits 

# of fires started by juveniles 0 1 0 0  

# of juveniles injured or killed 
by fire  

0 
 

0 0 
 

0  

# of students taught 210 323 327 335  

Investigate 
suspicious fires 

within the Town’s 
jurisdiction 

# of fires investigated 6 3 4 
On 

demand 
basis 

 

Increase efforts to 
gather chemical 

inventory for 
facilities 

# of facilities storing 55 
gallons or 500 pounds or more 
of chemicals, documented and 

entered into CAMEO 

3 2 2 3  

Run chemical release 
scenarios on each 
facility storing 55 

gallons or 500 
pounds or more of 

chemicals and 
publish the results 

for use by responders 
and planners 

(scenarios will be 
part of the Fire 

Department’s pre-
inventory survey for 

each facility) 

# of completed scenarios  3 2 2 
Complete 
10 most 

hazardous 

This year’s activity 
was centered around 
the Joint Hazardous 

Mitigation Plan update 
we submitted to EPA 

along with Orange 
County and Carrboro. 

Run the 
Operations 

Enhance 
Emergency 

Preparedness 

Organize, train and 
coordinate pre-

designated Damage 
Assessment Teams 

# of Damage Assessment 
Teams established 

N/A N/A N/A N/A 
This will be a new 
measure for FY11. 

Form a Local 
Emergency Planning 
Committee (LEPC) 

comprised of 
representatives from 
business, industry, 

civic groups, 
education, 

healthcare, private 
citizens and Town 

staff to meet monthly 

Mission statement and task 
identified 

N/A N/A N/A N/A 
This will be a new 
measure for FY11. 

Have members appointed and 
start holding regular meetings 

N/A N/A N/A N/A 
This will be a new 
measure for FY11. 

Educate the 
community about 

disaster and 
emergency response 

Conduct Disaster Preparedness 
Fair 

N/A N/A 0 1 Did not meet goal. 
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  Perspective 
Town-wide 
Objective 

Initiative Measure 
FY08 
Actual 

FY09 
Actual 

FY10 
Actual 

FY10 
Target 

Status/Results 

Become proficient in 
the operation of the 
Code Red System 

and write protocols 

# of calls launched 

3 
training 

& 1 
actual 

1 
training 

& 0 
actual 

0 
training 

& 0 
actual 

NA 
Updated call list as 

needed and re-trained 
1 staff member. 

Manage 
Resources 

Maintain Fiscal 
Strength 

Maintain an up-to-
date inspection fee 

schedule that 
adequately recovers 
departmental costs.  

% of operation costs recovered 
through fees 

20% 14% 10% 20% 

Revenue down in 
FY10 due to 

implementation of 
self-inspection 

program. 

Develop 
Employees 

Support 
Training, 
Learning 
&Growth 

Have all Town 
employees fully 
trained to meet 

NIMS requirements 

% of employees that have 
completed NIMS training 

90% 93% 97% 100%  

% of upper management/dept 
heads that have completed 

NIMS training 
95% 100% 100% 100%  

% of field supervisors that 
have completed NIMS training 

90% 95% 100% 100%  

% of line crews / patrol 
officers that have completed 

NIMS training 
85% 85% 90% 100% Still needs some work. 

Fire Marshal staff 
training 

Attend Fire & Life Safety 
Conference bi-annually 

No No No No 
Not required for Fire 

& Life Safety 
Educator Certification. 

Attend Fire Prevention School 
annually 

Yes Yes Yes Yes  

Attend Arson Investigators 
School annually 

Yes No Yes Yes  

Attend 6 hrs of Fire Inspector 
continuing education annually 

6hrs 
 

6hrs 6hrs 6hrs  

Attend 6 hrs of Fire Service 
Instructor upgrade annually 

6hrs 
 

6hrs 0hrs 6hrs Did not attend. 
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FIRE MARSHAL – FY10 YEAR-END BALANCED SCORECARD OVERVIEW 

ACCOMPLISHMENTS:   

Which targets did your department meet and/or exceed? What is the significance of meeting these targets? How did the 
department meet/exceed these targets?  What will be done to ensure continued success? 

The departmental goal of reducing the number of re-inspections each year has seen a gradual decrease overall.  This has 
been achieved by more frequent inspections in occupancies that are on the 2 or 3 year inspection rotation.  The Self-
Inspection Program also helps meet this goal by freeing up more time to visit more facilities instead of the same ones 
multiple times.   One tool used to introduce this new program was our database for mass emailing to business customers. 

The department will continue the self-inspection program for another year to evaluate fully the benefits and drawbacks if 
any.  More photographic documentation will also be utilized to prove results.  

 

CHALLENGES: 

Which targets did your department not meet?  What challenges did the department face in meeting these targets?  What 
will be done to try to meet the targets going forward (i.e. adjustments in strategy)? 

Local Emergency Planning Committee (LEPC) – For years now we have put the formation of the Hillsborough LEPC on 
hold waiting to see if the County would get the job done.  This has not happened.  The municipalities have been 
supportive of this action, however the County has not followed through with keeping it active and giving it real direction.  
With that said, a list of names will be gathered and submitted to form the new Hillsborough Local Emergency Planning 
Committee in FY11. 

National Incident Management System (NIMS) - While the Town has been in a state of NIMS compliance for several 
years now, our goal is to be 100% and beyond with every employee.  This may take some one-on-one class time, but most 
of the requirements can be achieved online during bad weather, or in conjunction with other training. 
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FLEET MAINTENANCE – STRATEGY MAP “Linking Actions Through Cause & Effect” 
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Fleet Maintenance’s 
Mission 

To maintain a scheduled 
maintenance program for all the 
Town of Hillsborough vehicles 
and equipment and meet all of 
the departments’ equipment 
needs so the departments can 
meet the needs of the citizens. 

DEVELOP 

PERSONNEL 

MANAGE 
RESOURCES 

RUN THE 

OPERATIONS 

SERVE THE 

COMMUNITY 

Superior 
Services 

Growth 
Management 

Quality 
of Life 

Economic 
Development Strategic Priorities  

Community 
Safety 

What and/or how will the department Serve the 
Community?  
   
Fleet Maintenance will serve the community by recycling 
used oil and antifreeze and continue to purchase parts and 
supplies locally when cost effective. 

What must the department excel at to effectively 
serve the Community? 
 
Fleet Maintenance must excel at maintaining a preventative 
maintenance schedule, monitoring equipment trip reports, 
and maintain Federal Emergency Management Agency 
training. 

 

What must be done financially and/or efficiently to 
achieve the department’s objectives?    
 
Fleet Maintenance must continue listing surplus items on 
Govdeals.com, and continue funding for new shop 
equipment and manuals, so the department can continue 
providing effective services. The department must be 
actively involved in the design process of the new motor 
pool, so new services can be provided. 

 
 

What will the department do to provide personnel 
with the skills, tools, and organizational climate that 
are necessary to implement your objectives?   
 
The department will attend training sessions, obtain more 
ASE certifications, and visit other fleet maintenance 
operations to continue improving the employees’ abilities to 
provide cost efficient and responsive service.    

 
 

 
Preserve Cultural 

& Natural 
Resources 

 

 
Enhance 

Community 
Sustainability 

 

 
Enhance 

Emergency 
Preparedness 

 

 
Excel at Staff & 

Logistical 
Support 

 

Provide 
Responsive and 

Consistent 
Services 

 

 
Improve Comm. 

and 
Collaboration 

 

 
Deliver Efficient 

Services 
 

 
Maintain Fiscal 

Strength 
 

 
Support Training, 

Learning, & 
Growth 

 

Develop a 
Skilled & 
Diverse 

Workforce 
 

 
Enhance 

Relations With 
Other Entities 
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FLEET MAINTENANCE – BALANCED SCORECARD 
 
 

  Perspective 
Town-wide 
Objective 

Initiative Measure 
FY08 
Actual 

FY09 
Actual 

FY10 
Actual 

FY10 
Target 

Status/Result 

Serve the 
Community 

Preserve 
Cultural & 

Natural 
Resources 

Prevent 
contamination of 

stormwater by 
capturing and 

recycling used oil 
and antifreeze 

# of gallons of used motor oil 
and antifreeze recycled 

813 536 305 830 

Number of gallons is 
lower due to use of a 

heavy truck that is 
fueled by used motor oil. 

Protect air quality, 
reduce dependence 
on fossil fuels and 

global warming 
pollution levels 

% of fleet that are alternative 
fuel vehicles 

29% 29% 31% 32%  

Tons of carbon dioxide (CO2) 
emitted from Town vehicles 

570.6 536.8 TBD 550  

Tons of carbon dioxide (CO2) 
emitted from Town 

equipment 
32.1 24.3 TBD 20  

Enhance 
Community 

Sustainability 

Buy parts and 
supplies locally when 

cost effective, 
thereby supporting 

local businesses 

% of parts and supplies 
bought locally versus out-of-

town 
30% 29% 32% 50% 

To minimize downtime,  
parts are sometimes 
bought out-of-town. 

Run the 
Operations 

Enhance 
Emergency 

Preparedness 

Maintain required 
Federal Emergency 

Management Agency 
Training 

% of required courses 
completed by employees 

100% 100% 100% 100%  

Excel at Staff & 
Logistical 
Support 

Manage an efficient 
and effective 
preventative 

maintenance program 

% of services performed on 
schedule 

76% 79% N/A 90% 

The Fleet Maintenance 
Director’s computer 

crashed and these files 
were lost. 

Provide 
Responsive and 

Consistent 
Services 

Improve our service 
by updating shop 

equipment, such as 
manuals and 

diagnostic tools 

% of departmental supplies 
spent on tools and equipment 

31% 46% 27% 25%  

Improve 
Communication 
& Collaboration 

Continue providing a 
customer feedback 

loop through 
equipment trip 
reports to allow 

Town departments to 
easily register their 

complaints, 
compliments, and 

suggestions on Fleet 
Maintenance 
operations 

% of equipment trip reports 
that have registered 

complaints 
8% 11% 9% 8%  

% of weekly reports for 
assigned vehicles that have 

registered complaints 
9% 10% 8% 10%  

Manage 
Resources 

Deliver 
Efficient 
Services 

Provide efficient 
services by preparing 

a monthly report 
listing the repair and 

service cost per 
vehicle 

 

Average yearly maintenance 
expense per vehicle 

$1,236 $987 $892 $930  

Average yearly maintenance 
expense per piece of 

equipment 
$498 $555 $488 $350  

Cost of maintenance expenses 
per mile driven for heavy 

trucks 
$0.95 $0.81 $0.89 $1.00 

The cost of parts did not 
increase as much as 

expected. 
Cost of maintenance expenses 

per mile driven for light 
trucks and cars 

$0.10 $0.13 $0.16 $0.20  

Cost of maintenance expenses 
per mile for police vehicles 

$0.11 $0.09 $0.18 $0.22  

Maintain Fiscal 
Strength 

Sell surplus 
equipment on 
GovDeals.com 

providing a means to 
recover funds from 

equipment taken out 
of service 

Percentage of items sold on 
GovDeals.com within 120 

days of being declared 
surplus 

N/A N/A 100% 100%  
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  Perspective 
Town-wide 
Objective 

Initiative Measure 
FY08 
Actual 

FY09 
Actual 

FY10 
Actual 

FY10 
Target 

Status/Result 

Develop 
Employees 

 
 

Support 
Training, 

Leaning & 
Growth 

Provide updated 
training for all 

equipment to keep up 
with technology and 
provide cost effective 

service 

# of training classes attended 4 4 1 4 

Some classes were 
canceled due to low 

enrollment levels due to 
the economy. 

Develop a 
Skilled & 
Diverse 

Workforce 

Emphasize the 
completion of the 

Automotive Society  
of Engineers (ASE) 

Certification Program 

% of ASE certifications 
obtained that apply to this 

shop 
17% 17% 54% 58%  

% of employees with at least 
one ASE certification 

100% 100% 100% 100%  

Enhance 
Relations with 
Other Entities 

Visit other fleet 
maintenance 
operations to 

investigate how other 
organizations run 

their operations and 
make performance 

comparisons to use as 
a guideline to 

evaluate our service 

# of fleet maintenance 
facilities visited 

1 2 1 3 

The outfitting of the new 
Fleet Maintenance 

facility to fit our needs 
did not leave time to 

fulfill this goal. 
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FLEET MAINTENANCE – FY10 YEAR-END BALANCED SCORECARD OVERVIEW 

ACCOMPLISHMENTS:   

Which targets did your department meet and/or exceed? What is the significance of meeting these targets? How did the 
department meet/exceed these targets?  What will be done to ensure continued success? 

Fleet Maintenance achieved its goal of updating shop tools and equipment. The implementation of the brake cleaner 
refilling station allowed Fleet Maintenance to buy more tools by freeing up additional funds.  Instead of purchasing cans 
by the case (12 per case), Fleet can now repeatedly refill cans, saving approximately $2 per can.  We plan to continue to 
use this cost saving system to allow for other improvements. Our plan is to do more services in house, and owning the 
proper tools helps move us in the proper direction.  

The other target Fleet Maintenance achieved was coming in below the projected average vehicle repair cost. This is 
attributed to the fact that parts costs did not increase at the rate expected.   

CHALLENGES: 

Which targets did your department not meet?  What challenges did the department face in meeting these targets?  What 
will be done to try to meet the targets going forward (i.e. adjustments in strategy)? 

The department failed in its goal of attending 4 other fleet facilities in our area. We visited one facility before the purchase 
of the new fleet maintenance facility. From that time through the rest of the fiscal year, all of our time was devoted to 
keeping the fleet running while outfitting the new shop to serve our needs. We plan to have more time available to devote 
to this target next year. 

Another target we did not meet this year was to attend 4 training sessions.  Due to the economy, several training vendors 
either cancelled classes, or moved them to their home facility. This coming year we will be traveling to the training 
facilities in order to receive the much needed training. 
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PUBLIC WORKS – STRATEGY MAP “Linking Actions Through Cause & Effect” 
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DEVELOP 

PERSONNEL 

MANAGE 
RESOURCES 

RUN THE 

OPERATIONS 

SERVE THE 

COMMUNITY 

Superior 
Services 

Growth 
Management 

Quality 
of Life 

Economic 
Development Strategic Priorities  

Community 
Safety 

Public Works Mission 
Street Division maintains the 
infrastructure of Town streets, 
sidewalks, and drainage 
systems to ensure safe and 
reliable roadways.  Solid Waste 
Division provides solid waste 
collection to support an 
esthetically pleasing 
environment. Cemetery 
Division provides for effective 
maintenance of public facilities, 
grounds and rights-of-way.    

What will the department do to provide personnel 
with the skills, tools, and organizational climate that 
are necessary to implement objectives?   
 
Staff will complete the Institute of Transportation Research 
and Education (ITRE) training program and obtain work 
related licenses.  

 

What must be done financially and/or efficiently to 
achieve the department’s objectives?    
 
Budgets must adequately prepare for associated costs to 
resurface streets and maintain stormwater system. Standard 
Operational Guidelines will be followed to provide 
responsive, consistent service.  

 
 

What must the department excel at to effectively 
Serve the Community?  
 
Public Works must provide cost effective and efficient solid 
waste collection.  Asphalt repairs will be made in a timely 
manner.  Staff will complete Emergency Management 
Institute training.  Monthly departmental meetings will be 
conducted to promote the sharing of information and 
exchange of ideas amongst Public Works’ employees. 

 

What and/or how will the department Serve the 
Community?    
 
Communicate service information to Town residents 
through the Town website and information materials. Public 
Works will strive to complete work orders within one week 
of the request.  Improvements in walkability will be 
achieved by constructing new sidewalks and maintaining 
current sidewalks in good condition through a repair and 
replacement program.  

 

 
Support Training, 

Learning, & 
Growth 

 

 
Invest in 

Infrastructure 
 

 
Deliver Efficient 

Services 
 

Provide 
Responsive & 

Consistent 
Services 

 

 
Enhance 

Emergency 
Preparedness 

 

 
Improve 

Communication 
& Collaboration 

 

Strengthen 
Citizen 

Involvement 
& Access 

 

Expand 
Recreation, 

Walkability, & 
Connectivity   

 
Improve 

Satisfaction with 
Services 
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PUBLIC WORKS – BALANCED SCORECARD 
 
 

  Perspective 
Town-wide 
Objective 

Initiative Measure 
FY08 

Actual 
FY09  

Actual 
FY10 
Actual 

FY10 
Target 

Status/Result 

Serve the 
Community 

Strengthen 
Citizen 

Involvement & 
Access 

Maintain Public 
Works website with 
current information 

# of times website updated 
annually 

3 5 10 4 

Construction 
contract 

information led to 
increased 
updates. 

Provide public with 
informational 

materials 

# of unique public information 
materials distributed to 

residents annually 
5 5 2 3 

Garbage schedules, 
ML Cemetery 

brochures, magnets. 
Improve 

Satisfaction 
with Services 

Complete work 
orders in a timely 

manner 

% of work orders completed 
within one week 

93% 90% 92% 95%  

Expand 
Walkability 

Maintain/repair 
current sidewalks for 

public safety 

Total linear feet of 
replaced/repaired sidewalk 

283 0 195 300 
Repairs were made 

at 39 locations. 

Construct new 
sidewalks according 

to sidewalk plan 

Total linear feet of new 
sidewalk 

2,046 2,447 0 N/A 
Nash St. sidewalk 

construction in 
progress. 

Run the 
Operations 

Provide 
Responsive & 

Consistent 
Services 

Ensure that 
residential refuse 

collection routes are 
serviced on a 

consistent basis 

% of garbage routes completed 
on schedule 

100% 100% 100% 100%  

% of brush routes completed on 
schedule 

91% 91% 89% 95% 
Truck repairs 

effected completion 
percentage. 

Potholes are repaired 
on a consistent basis 

# of pothole work orders 
received 

N/A 1 3 5  

Utility cuts are 
repaired on a 

consistent basis 

% of utility cuts repaired within 
two weeks 

66% 69% 41% 75% 
Staffing, weather, 
and other factors 

create delays. 
Ensure timely and 

accurate response to 
grave  and monument 

marking 

% of marking requests 
completed within 24 hours 

N/A 100% 100% 100%  

Improve 
Communication 
& Collaboration 

Promote information 
sharing through 

monthly department 
meetings 

% of months with at least 1 
staff meeting 

75% 100% 100% 100%  

Enhance 
Emergency 

Preparedness 

Complete Emergency 
Management Institute 

training courses 

% of employees completing 
courses 

86% 100% 87% 100% 
New employee will 
receive training in 

FY11. 

Manage 
Resources 

Invest in 
Infrastructure 

Provide annual street 
resurfacing per plan 

Linear feet of streets resurfaced 7,988 2,355 0 2,415 
Powell bill funding 

encumbered to 
FY11. 

% of streets rated in good or 
better condition 

71.4% 73% 73% 75%  

Road maintenance cost per lane 
mile maintained 

$6,937 $5,570 $5,139 $10,000  

Increase the emphasis 
placed on sidewalk 

maintenance 

% of  poor condition sidewalk 
replaced 

N/A 0% 16% 25% 

Sidewalk 
replacement 

scheduled summer 
2010. 

Deliver 
Efficient 
Services 

Maintain stormwater 
system 

% of storm drains cleaned 
annually 

10.8% 8% 6% 10%  

Stormwater Best 
Management 

Practices street 
sweeping operation 

% of curb & gutter cleaned 
monthly 

N/A N/A 100% 100%  

Increase route 
productivity for leaf 

collection 

Truck loads of leaves collected 
per man hour  

N/A 0.46  0.45 0.60 
Leaves distributed 
to local residents. 

Emphasize route 
productivity for 

residential refuse 
collection 

Costs per collection point $147 $132 $135 <$150  

Develop 
Employees 

Support 
Training, 

Learning & 
Growth 

Emphasize the 
completion of the 

ITRE Roads Scholar 
Program 

% of staff receiving 
certification 

43% 72% 75% 75% 
Staff continues 
ITRE training. 

59



  Perspective 
Town-wide 
Objective 

Initiative Measure 
FY08 

Actual 
FY09  

Actual 
FY10 
Actual 

FY10 
Target 

Status/Result 

Have employees 
obtain playground 
safety certification 

# of staff with license N/A 0 0 1 
Staff will continue 

with classroom 
training. 

Have employees 
obtain NC Pesticide 

License 
# of staff with license 2 2 2 2 

Staff maintained 
pesticide 

certification. 
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PUBLIC WORKS – FY10 YEAR-END BALANCED SCORECARD OVERVIEW 

ACCOMPLISHMENTS:   

Which targets did your department meet and/or exceed? What is the significance of meeting these targets? How did the 
department meet/exceed these targets?  What will be done to ensure continued success? 

As an indicator of the importance of customer service, the garbage collection and cemetery operation categories both met 
their targeted goals in FY10.   To obtain a one hundred percent completion rate of garbage routes when equipment was 
not operational, staff would use the rear loader garbage truck or bring rollout carts to the automated truck as needed to 
ensure collection was accomplished.  Communication between funeral homes, monument companies, and cemetery 
personnel enabled work requests to be completed within one day to better serve the public.   

Public Works staff attended training classes provided by the ITRE Roads Scholar program.  Employees increased their 
skills and knowledge necessary to perform their jobs and further their careers. Staff will continue to attend ITRE classes 
to obtain either the Roads Scholar or Advanced Roads Scholar certification.    

Keeping the Public Works website updated more frequently than previous years enabled residents and construction 
contractors to have easier access to information about projects and other Public Works functions in Hillsborough. With 
the Town’s government access channel becoming operational, the dissemination of information through electronic media 
will continue to increase.    

 

CHALLENGES: 

Which targets did your department not meet?  What challenges did the department face in meeting these targets?  What 
will be done to try to meet the targets going forward (i.e. adjustments in strategy)? 

Results from the 2009 Sidewalk Condition Survey indicated there were approximately one thousand two hundred feet of 
sidewalk rated as in either poor or very poor condition. Approximately sixteen percent of repairs were made which is less 
than the target goal of twenty five percent.  Instead of replacing sidewalk panels due to trip hazards, a contractor sawed 
thirty nine locations reducing costs by half of sidewalk panel replacement.  Additional sidewalk repair is scheduled in July 
2010 to further reduce the amount of poor condition sidewalk.  

This year the schedule for brush removal was interrupted for vehicle repair lowering the completion rate.  Currently, 
Public Works plans to replace the brush truck in Fall/Winter 2010 due to high repair costs.  This should increase the 
percentage of routes completed as scheduled.  Repairs to utility cuts did not meet the targeted goal.  There are various 
factors such as weather, staffing level, and the condition of the repair area that affect scheduling of asphalt repairs. Public 
Works staff will always strive to make repairs as quickly as possible as the conditions allow.  Resurfacing of streets did 
not occur in FY10.  Powell Bill funds will be utilized in FY11 resulting in a greater amount of streets repaved than in a 
typical year.  Emergency preparedness training is not at 100% but this is due to a recent hiring.  Completion of this 
training will be forthcoming.                                                 
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WATER & WASTEWATER DEPARTMENT –  
STRATEGY MAP “Linking Actions Through Cause & Effect” 
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PERSPECTIVES 
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What and/or how will the department Serve the 
Community? 
 Fully Staff the Water Sewer Advisory Committee. 
 Participate in school field trips for utilities facilities 

tours. 
 Publish Water Quality Report & Wastewater Report. 
 Protect the water quality of the Eno River. 
 Reduce CO2 emissions from fleet. 

What must the department excel at to effectively 
Serve the Community? 
 Update & increase key information on website. 
 Respond to citizen requests in a timely manner. 
 Conduct quarterly meetings with all Water/Sewer 

divisions. 
 Provide employee training in emergency response 

procedures. 

What must be done financially and/or efficiently to 
achieve the department’s objectives? 
 Stay within departmental budget. 
 Implement a preventative maintenance program. 
 Increase the emphasis placed on infrastructure 

maintenance. 
 Update 20-year CIP/Asset Management System. 

What will the department do to provide personnel 
with the skills, tools, and organizational climate 
that are necessary to implement objectives? 
 Provide Ongoing Training Opportunities.   
 Encourage Participation in Associations & 

Committees. 
 Encourage Cross-Training/Certification.  
 Continue “Employee Exchange Program.” 

Water/Wastewater  
Department Mission 

 The Town of Hillsborough’s 
Water/Wastewater department is 
committed to providing reliable, high 
quality water supply and wastewater 
reclamation services in a cost 
effective manner within the Town of 
Hillsborough’s service area, 
consistent with: a demonstrated 
public need; community health and 
safety standards; regulatory 
requirements; and sound technical, 
financial and customer practices. 

Strategic Priorities  

Superior 
Services 

Growth 
Management 

Quality 
of Life 

Economic 
Development 

Community 
Safety 

DEVELOP 

PERSONNEL 

MANAGE 
RESOURCES 

RUN THE 

OPERATIONS 

SERVE THE 

COMMUNITY 

 
Preserve Cultural 

& Natural 
Resources 

 

Strengthen 
Citizen 

Involvement & 
Access 

 

 
Improve 

Satisfaction with 
Services 

 

Provide 
Responsive & 

Consistent 
Services 

 

 
Improve 

Communication 
& Collaboration 

 

 
Enhance 

Emergency 
Preparedness 

 

 
Invest in 

Infrastructure 
 

 
Deliver Efficient 

Services 
 

 
Develop Long 
Term Financial 

Planning 
 

 
Develop a Skilled 

& Diverse 
Workforce 

 

 
Support Training, 

Learning & 
Growth 

 

 
Enhance 

Relations with 
Other Entities 
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ADMINISTRATION OF ENTERPRISE – BALANCED SCORECARD 
 
 

  Perspective 
Town-wide 
Objective 

Initiative Measure 
FY08 

Actual 
FY09 

Actual 
FY10 

Actual 
FY10 

Target 
Status/Result 

Serve the 
Community 

 
 

Strengthen 
Citizen 

Involvement & 
Access 

Fully staff 
Water/Sewer 

Advisory 
Committee 

% of appointments filled 100% 100% 100% 100% 8 member committee. 

Improve 
Satisfaction 

with Services 

Utilize the Citizen 
Survey approval 

ratings to improve 
customer 

satisfaction. 

 “I feel the water and 
wastewater services received 

are of good quality” - 
Average rating of Citizen 

Survey respondents 

N/A N/A 6.78 >6.00 
10 point rating scale: 
1 = strongly disagree 
10 = strongly agree 

“I feel the water and 
wastewater services received 
are of good value” - Average 

rating of Citizen Survey 
respondents 

N/A N/A 6.05 >6.00 
10 point rating scale: 
1 = strongly disagree 
10 = strongly agree 

Run the 
Operations 

Provide 
Responsive & 

Consistent 
Services 

Respond to citizen 
requests in a 

timely manner 

% of work orders completed 
within 48 hours 

100% 100% 100% 90% 

This measure is a 
combination of both Water 
Distribution & Wastewater 

Collection. 

Improve 
Communication 

& 
Collaboration 

Utilize the 
Employee Survey 

results by 
increasing 

awareness and 
communication 
with employees 

“Management listens to 
employee ideas” – Average 
rating of Employee Survey 

respondents 

8.04 8.21 

N/A 
Bi-

Annual 
Survey 

>8.2 
10 point rating scale: 
1 = strongly disagree 
10 = strongly agree 

“Information and knowledge 
are shared with employees” – 
Average rating of Employee 

Survey respondents 

8.11 7.89 

N/A 
Bi-

Annual 
Survey 

>7.9 
10 point rating scale: 
1 = strongly disagree 
10 = strongly agree 

“Communication is 
encouraged between 

departments” – Average 
rating of Employee Survey 

respondents 

7.96 7.78 

N/A 
Bi-

Annual 
Survey 

>7.8 
10 point rating scale: 
1 = strongly disagree 
10 = strongly agree 

Enhance 
Emergency 

Preparedness 

Provide employee 
training in 
emergency 
response 

procedures 

# of training sessions 0 2 1 2 
An official training 

program is under design. 

Manage 
Resources 

Develop Long-
Term Financial 

Planning 

Maintain fund 
balance >25% of 

total annual 
expenditures 

Retained earnings as % of 
total annual expenditures 

56% 23% 
42% 
Est. 

31% 
Target Range: 

20-60% 

Accurately project 
budgeted expenses 

Actual expenditures as a % of 
originally adopted budget 

93.3% 
174.0% 

(refi 
loans) 

100.1% 98% 
85-90% = Poor 
90-95% = Good 

>95% = Excellent 

Develop 
Employees 

 
 

Develop a 
Skilled & 
Diverse 

Workforce 

Provide ongoing 
training 

opportunities 

% of employees that obtained 
higher or additional 

certifications 
N/A N/A 31% 50% 

Continual certification 
advancement ensures a 

well-qualified workplace. 
“I receive the training I need 
to do my job well” – Average 

rating of Employee Survey 
respondents 

9.00 8.74 

N/A 
Bi-

Annual 
Survey 

>8.7 
10 point rating scale: 
1 = strongly disagree 
10 = strongly agree 

Support 
Training, 

Learning, & 
Growth 

Encourage 
participation in 
associations and 

committees 

# of committees in 
professional organizations 

staff is involved in 
5 8 7 >7 

Kenny-2, Jeff-2, Will-2, 
Julie-1, Russell L.-3. 

Encourage 
professional 
development 

“My supervisor encourages 
and supports my professional 

development” – Average 
rating of Employee Survey 

respondents 

8.93 8.89 

N/A 
Bi-

Annual 
Survey 

>8.9 
10 point rating scale: 
1 = strongly disagree 
10 = strongly agree 

“I’m encouraged to learn 
from my mistakes” – Average 

rating of Employee Survey 
respondents 

8.70 8.84 

N/A 
Bi-

Annual 
Survey 

>8.8 
10 point rating scale: 
1 = strongly disagree 
10 = strongly agree 
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WATER SERVICES – BALANCED SCORECARD 
 
 

  Perspective 
Town-wide 
Objective 

Initiative Measure 
FY08 

Actual 
FY09 

Actual 
FY10 

Actual 
FY10 

Target 
Status/Result 

Serve the 
Community 

 
 

Preserve 
Cultural & 

Natural 
Resources 

Protect the source 
water quality 

Maximum turbidity reading at 
raw water intake 

43 150 327 150 

To monitor raw water 
quality and the effects of 

soil erosion caused by 
development and/or land 
use during storm events. 

Concentration of Chlorophyll 
A in Ben Johnson Reservoir 

N/A N/A N/A 
<25 

mg/L 

No samples were checked 
in FY10. 

Indication of reservoir 
water quality: 

<25 mg/L = Good 
>40 mg/L = Poor 

% of hydrilla over surface 
area of West Fork Reservoir  

N/A 35% TBD <35% 

Ultimate goal is 
eradication of the invasive 
species from the Reservoir. 

Have partnered with 
DENR on eradication 

program. 

Strengthen 
Citizen 

Involvement & 
Access 

Promote public 
facilities tours 

# of Water Treatment Plant 
tours per year 

3 2 4 3 
2 tours for Boy Scouts 

2 tours for WSAC. 

Improve 
Satisfaction 

with Services 

Improve customer 
satisfaction 

# of complaints about water 
quality per 1,000 meters 

N/A N/A 4.2 TBD 
22 complaints – majority 

related to meter change out 
program. 

Run the 
Operations 

Provide 
Responsive & 

Consistent 
Services 

Consistently and 
reliably provide 

safe drinking 
water 

# of State issued “Notices of 
Violation” 

1 0 0 0 
Great progress has been 
made on TTHM levels. 

Manage 
Resources 

 
 

Invest in 
Infrastructure 

Increase the 
emphasis placed 
on water services 

infrastructure 

# of water line breaks and 
leaks per mile of pipe 

N/A N/A 
0.83 

(CY09) 
0.83 

(CY09) 

UNC School of Govt. 
Benchmarking Average  

FY07 = 0.48 

Peak daily demand as % of 
water treatment capacity 

56.2% 62.0% 60.0% <90% 
UNC School of Govt. 

Benchmarking Average 
FY07 = 71% 

Deliver 
Efficient 
Services 

 

Optimize 
efficiency of water 
services provided 

 

Water services cost per 1,000 
gallons of billed drinking 

water 
TBD TBD TBD TBD 

UNC School of Govt. 
Benchmarking Average 

FY07 = $2.63 

Water treatment cost per 
1,000 gallons treated 

$1.48 $1.84 $1.86 <$1.58 

WTP costs only, 
calculation does not 

include capital 
depreciation. 

Billed potable water as % of 
finished water 

79.0% 75.0% 77.0% >79% 
UNC School of Govt. 

Benchmarking Average  
FY07 = 84% 

Water services FTE per 
10,000 population 

N/A N/A 14.02 14.02 
UNC School of Govt. 

Benchmarking Average 
FY07 = 8.3 

Million gallons of billed 
potable water per water 

services FTE 
17.5 16.7 17.1 >17.5 

UNC School of Govt. 
Benchmarking Average 

FY07 = 58.9 
AWWA water infrastructure 

leakage index 
2.5 1.5 0.91 <3.0 

Target range: 1-3 (1 = 
exceptional, >8 = poor) 

AWWA water plant energy 
benchmark metric score 

46 
49 

(CY08) 
49 

(CY09) 
>50 

Score of 50 = national 
average. 

Provide customers 
with quality 

services at an 
affordable cost 

Water bills as % of Median 
Household Income (MHI) 

1.01% 1.08% 0.93% <1% 

Per UNC School of 
Government, affordability 
becomes a concern once 
indicator surpasses 1%. 
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WASTEWATER SERVICES – BALANCED SCORECARD 
 
 

  Perspective 
Town-wide 
Objective 

Initiative Measure 
FY08 

Actual 
FY09 

Actual 
FY10 

Actual 
FY10 

Target 
Status/Result 

Serve the 
Community 

 
 

Preserve 
Cultural & 

Natural 
Resources 

Protect the water 
quality of the Eno 

River 

% of allowable total nitrogen 
discharged to the Eno River 

36.4% 
(CY07) 

31.1% 
(CY08) 

29.3% 
(CY09) 

29.3% 
(CY09) 

Reduced percentage 
indicates reduced nutrient 
impact on the Eno River. 

% of allowable total 
phosphorous discharged to 

the Eno River 

51.5% 
(CY07) 

55.5% 
(CY08) 

64.5% 
(CY09) 

64.5% 
(CY09) 

Reduced percentage 
indicates reduced nutrient 
impact on the Eno River. 

Wastewater biochemical 
oxygen demand removal 

efficiency 

99.7% 
(CY07) 

99.3% 
(CY08) 

99.4% 
(CY09) 

99.4% 
(CY09) 

>95% = Excellent 
95-90% = Good 

<90% = Poor 

Wastewater suspended solids 
removal efficiency 

99.6% 
(CY07) 

99.6% 
(CY08) 

99.6% 
(CY09) 

99.6% 
(CY09) 

>95% = Excellent 
95-90% = Good 

<90% = Poor 

# of sanitary sewer overflows 
2 

(CY07) 
10 

(CY08) 
4 

(CY09) 
4 

(CY09) 
 

Strengthen 
Citizen 

Involvement & 
Access 

Promote public 
utility facilities 

tours 

# of Wastewater Treatment 
Plant tours per year 

2 0 2 1 

The WWTP will begin 
working with local 

schools’ science programs 
after the plant upgrade is 

complete. 

Run the 
Operations 

Provide 
Responsive & 

Consistent 
Services 

Proactively work 
to reduce sewer 

back-ups 

Sewer back-ups as a % of 
sewer accounts 

N/A N/A 
0.05% 
(CY09) 

0.05% 
(CY09) 

Only 3 SSO’s for FY10. 

Consistently and 
reliably protect 
water quality of 
the Eno River 

State issued “Notices of 
Violations” for wastewater 

services 
0 1 2 0 

FY10 NOV received for 
filing Class “A” biosolids 
annual report late & for a 

sewer spill on Rainey Ave. 

Manage 
Resources 

 
 

Invest in 
Infrastructure 

Increase the 
emphasis placed 
on wastewater 

services 
infrastructure 

Peak month demand as % of 
wastewater treatment capacity 

76% 
(CY07) 

92% 
(CY08) 

100% 
(CY09) 

100% 
(CY09) 

Peak monthly average 
daily flow divided by 1.2 
MGD (estimated actual 

treatment capacity). 

Deliver 
Efficient 
Services 

 

Optimize 
efficiency of 
wastewater 

services provided 

Wastewater services cost per 
million gallons treated 

TBD TBD TBD TBD 

Wastewater services 
includes all costs 

pertaining to the collection, 
treatment, and 
administration. 

Wastewater treatment cost per 
1,000 gallons treated 

$3.31 $2.71 $2.82 <$3.01 

WWTP costs only, 
calculation does not 

include capital 
depreciation. 

Wastewater services FTEs per 
10,000 population 

N/A N/A 17.6 17.6 

Estimated population 
served = 10,227. 18 FTEs. 

No SOG Benchmark 
average available because 
WW is not currently part 

of the project. 
AWWA wastewater plant 
energy benchmark metric 

score 
N/A 

45 
(CY08) 

48 
(CY09) 

>50 
Score of 50 = national 

average. 

Provide customers 
with quality 

services at an 
affordable cost 

Wastewater bills as % of 
Median Household Income 

(MHI) 
1.06% 1.13% 0.97% <1% 

Per UNC School of 
Government, affordability 
becomes a concern once 
indicator surpasses 1%. 
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WATER & WASTEWATER – FY10 YEAR-END BALANCED SCORECARD OVERVIEW 

ACCOMPLISHMENTS:   

Which targets did your department meet and/or exceed? What is the significance of meeting these targets? How did the 
department meet/exceed these targets?  What will be done to ensure continued success? 

The Water & Wastewater Department had some great accomplishments this past year. We have also updated our 
scorecard to include numerous benchmarks which will allow us to see where we stand in comparison to other utilities. We 
hope to have as much data as possible collected this year to start tracking and utilizing the benchmarks.  

Administration of Enterprise - We based several of our targets from the citizens and employee surveys. The employee 
survey is in the “off year” and will not have data available for FY10.  We did meet our goal of filling all the advisory 
board positions.   

Water Services - The water division was able to meet most of its targets, and can be very proud of the fact it has been able 
to reduce THM’s & HAA’s to the lowest level since we began keeping records on them. We feel this is a result of our bi-
annual flushing program and the improvements made at the water treatment plant. 

Wastewater Services - We were able to meet or exceed the majority of our targets. The collection system was able to keep 
SSO’s (Sanitary Sewer Overflows) down to the target of only 4 (CY). This was a result of our efforts to continue with our 
preventive maintenance program of cleaning, inspecting, and repairing sewer mains, and manholes. Even though we are 
still minus one crew member due to a hiring freeze, we are still putting forth a great effort to continue with our preventive 
maintenance program. We have also budgeted this year to contract out over 40 sewer service repairs, and lining sewer 
mains and manholes to help reduce I/I. 

 

CHALLENGES: 

Which targets did your department not meet?  What challenges did the department face in meeting these targets?  What 
will be done to try to meet the targets going forward (i.e. adjustments in strategy)? 

Administration of Enterprise failed to meet its goal of 50% of employees increasing certification levels. We may need to 
redefine this target due to the fact the majority of our staff are maxing out on certification levels and the 31% we did 
achieve is a good result for FY10.  

Water Services failed to meet it goal of maximum turbidity at the Raw Water Intake, the levels were higher than what we 
set for the target. We feel this is in large part due to the fact the Ben Johnson Dam is in desperate need of dredging. Due to 
budget shortfalls this has been pushed back and is not budgeted for FY11.   We do hope to have it funded for FY12. 

Wastewater Services failed to meet its goal of zero Notices of Violation (NOV), the Sewer Division had 2 NOVs, one was 
for a late filing of a Class A Biosolids report and the other was for an SSO at Rainey Street. The reporting violation was a 
miscommunication with the contractor who handles our sludge application. This has been resolved and should not be a 
problem in the future.  Department of Environment and Natural Resources (DENR) has informed all municipalities that it 
will issue NOVs for all SSOs, but will use each systems’ past history and current standing on compliance to determine if 
there are to be any monetary fines associated with the NOVs. Currently the Town has an excellent track record with 
DENR and Division of Water Quality (DWQ), and we anticipate continuing and improving on our record, and our good 
standing with the State.   
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