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Waukesha County’s departmental Strategic Plans guide the work of the organization toward achievement of 
its overall goals. 

“Through employee dedication to continuous improvement and strategic initiatives, the Department of 
Administration is committed to exceptional customer service and the delivery of outstanding value to the residents 
of Waukesha County.”       

- Andrew Thelke, Director of Administration 
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Thanks for reading Waukesha County Department of Administration Strategic Plan.  

This plan provides an overview of what Waukesha County leadership aims to achieve over 
the next three years and how this Department aims to meet those goals.  

Note: Consider this Strategic Plan a high-level look at problem-solving initiatives. As such, 
a reader may not encounter data on all departmental activities (as found in an Operational 
Plan). We welcome your questions and feedback any time!  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

What’s an Objective? 

In this Strategic Plan, an Objective is a milestone to be reached. It must be specific, measurable, attainable, 
realistic, and time-bound (aka SMART).  

Each objective appears in two places: In a list that shows all of our goals in one place, and on its own page 
(example below, right).  

Reader’s Guide: How to read the Strategic Plan 

Strategy: What must be accomplished in order to achieve 
our objective.  

A company that sells fruit snacks may set an objective 
to “increase sales.” One of their strategies is to 
pioneer new points of sale beyond supermarkets and 
vending machines, like commercial air travel, pizza 
delivery, and pro sporting events.   

Like each Objective, a Strategy has an owner who 
guides efforts for its completion and success. Find this 
in the center column. 

In the right-hand column, please find the timeframe 
for each strategy. This represents each strategy’s 
deadline.   

 

Owner: The member of our team that is accountable for 
this Objective.  

Feel free to contact Waukesha County to discuss any 
objective – just ask for the person listed here. We do 
the very same! 

Performance measures: 

A graphic or image show the progress and status of 
each Objective’s success. 

 

Learn More: 

Jump to supporting resources found 
in this Strategic Plan’s appendices, 
on WaukeshaCounty.gov, or 
elsewhere! 

 

mailto:@waukeshacounty.gov
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The origin of each Objective 

In each of Waukesha County’s 
Departmental Strategic Plans, a pair of 
pages bears the principles and promises 
that guide our Objectives: 

• Waukesha County’s Mission 
Statement. The big picture.   

• County Core Values, the principles 
we observe on our path to completing 
our mission. 

• Waukesha County’s Five Pillars of 
Success, our framework for identifying 
core priorities and establishing program 
goals. 

• Department’s Statement of Purpose. 
Each department completes a Strategic 
Plan. Each declares its own “mission” 
here.  

How is the objective shaped by the 
“environmental scan”? 

Environmental scan (n): Monitoring 
of an organization's internal and 
external environments for detecting 
early signs of opportunities and 
threats that may influence its 
current and future plans. 

Find environmental scan data summarized 
in this document’s Executive Summary and 
Appendix sections. 

How to read the Strategic Plan continued 



 

 

12/15/2020 6 

Department of Administration Strategic Plan 

Appendices at a glance 
 

 

Appendix A – Department of Administration 2020 Environmental Scan 
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Transmittal Letter 
 
December 18, 2020 

 

Waukesha County Executive Paul Farrow 
Waukesha County Board 
Residents of Waukesha County  

We are pleased to present the updated Waukesha County Department of Administration 2020-2022 
Strategic Plan.  

During the Spring of 2020, the Department of Administration (DOA) Strategic Planning Committee met to 
review 2017-2019 strategic plan departmental goals, identify organizational priorities based on divisional 
conversations, and outline management team completed environmental scanning sessions.  

As part of strategic planning, and in conjunction with DOA continuous improvement efforts, the DOA 
management team completed this 2020 update to the strategic plan with new and updated strategic goals 
and action plans through the year 2022. The 2020 strategic planning process included multiple sessions to 
identify strategic initiatives based on customer feedback provided through a targeted customer survey, 
employee guidance obtained through divisional strategic planning sessions and an analysis of available 
resources. This update also incorporates the County’s Standards of Service Excellence and Pillars, which 
identify core priorities and program goals enabling the development of SMART (Specific, Measurable, 
Attainable, Realistic and Time Bound) objectives. DOA looks forward to implementation of SMART 
objectives that allow for benchmarking and objective measurement of success in future years.  

DOA is dedicated to the successful implementation of this plan and looks forward to working with all 
stakeholders in its execution. 

 
Andrew Thelke 
Director of Administration 
  

return to Table of Contents 
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Executive Summary 
 

 

The Waukesha County Department of Administration strategic planning committee and management team 
conducted several strategic planning sessions during the Spring and Fall of 2020 to update the Strategic Plan 
through review of previously completed initiatives, customer surveys, divisional employee meetings and 
environmental scanning sessions to assess current and expected future needs.  

Results of these scanning sessions were shared with a Strategic Planning Review Committee which was 
comprised of employees from each of the divisions to determine DOA strategic initiatives for the upcoming 
three-year period.  The strategic initiatives were utilized by the DOA Management Team in order to develop 
strategies, owners and timelines for each of the initiatives.  Draft objectives were also used in the 
development of the 2021 Department of Administration Budget.  

The Plan incorporates the County Standards of Excellence and Pillars. These changes will assist DOA in 
efforts to benchmark performance with comparable communities and industry as well as provide a 
consistent framework for internal County collaboration. The expanded focus on SMART (Specific, 
Measurable, Attainable, Realistic and Time Bound) objectives will be somewhat evolutionary as we analyze 
current data and determine the best way to measure success over the long term. This evolution is part of 
Waukesha County and DOA’s culture of Lean/Continuous improvement.  

DOA’s plan focuses on the core mission that is to assist other County departments by providing 
countywide standards and support systems to promote enhancements and efficiencies of services. 
Objectives focus on this mission specifically in the areas of technology infrastructure, business application 
improvements, information security, employee development, and lean process improvements. The plan is a 
living document, as strategy moves toward implementation, DOA managers will be working with their 
teams to adapt, update and report measurement on an annual basis. 
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County Mission Statement 

 
“The mission of the Waukesha County government is to promote the 
health, safety, and quality of life of citizens while fostering an 
economically vibrant community. We are committed to delivering 
effective, high quality programs and services in a courteous and fiscally 
prudent manner.” 

 

 

County Core Values 
 

• Collaboration  
• Ethics and Integrity  
• Innovation  
• Teamwork  
• Efficiency  
• Communication  
• Diversity  
• Seeking Cost Savings  
• High-Quality Customer Service 

 
 

 
 
 
 

return to Table of Contents return to Table of Contents 
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County Pillars 
 

 
 
 
 
 
 
 
 
 
 

 
 
 

Department Statement of Purpose 
 
The Department of Administration assists other  
County departments by providing Countywide  
standards and support systems to promote  
enhancements and efficiencies of services to the public. 
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High customer satisfaction 

High standards of service excellence 

Best professionals serving the public in the best way 

Ensure the well-being of residents 

Protect taxpayer investments 
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Strategic Objectives at a glance 

 

 
• Objective 1:  Customer Service 

 
• Objective 2:  Employee Communication 

 
• Objective 3:  Interaction with Departments and Staff 

 
• Objective 4:  Succession Planning 

 
• Objective 5:  Training and Staff Development 

 
• Objective 6:  Employee Wellness 

 
• Objective 7:  Information Security 

 
• Objective 8:  Implementation of Countywide Cashiering 

 
• Objective 9:  Assessment of Human Resources Information Systems 

 
• Objective 10:  Budget Development and Sustainability 

 
 

 

 
  

Tip: Click title to 
jump to Objective 

return to Table of Contents 
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Objective 1:  To establish consistent customer services across Waukesha County departments, 
maintain a minimum annual 4.65 mean rating for customer service satisfaction. 
 
Owner: Department Head 
 
Performance Measure:  Through ongoing surveying of external and internal customers, service  
Satisfaction will be measured through six metrics of accessibility, accuracy, attitude, operations, 
timeliness, and communication.  The survey gathers feedback on a 1-5 scale. 

 
 

 

STRATEGY STRATEGY OWNER TIMEFRAME 

Review customer service survey 
results  

DOA Managers Quarterly 

Develop methods to increase survey 
participation to ensure statistical 
significance 

DOA Managers Biannual 

Conduct countywide outreach to 
departments offering targeted 
educational and collaboration 
opportunities at departmental team 
meetings  

Director Ongoing  

Provide staff opportunities to 
participate in SOSE and Studer 
customer service training modules 

DOA Managers On-going 

Analyze annual surveys and trend data 
to focus improvement strategies 

DOA Managers Annually 

Report out survey results to DOA staff 
and solicit employee feedback to 
develop customer service continuous 
improvement efforts 

DOA Managers Annually 

   

Pillar: Customer Service 
 

return to Objectives list return to Table of Contents 
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Objective 2: Enhance communication through development and implementation of a 
communication plan for DOA staff and identify opportunities to enhance customer communication 
to maintain/increase satisfaction scores and internal employee annual survey assessments. 
 

Owner: Director of DOA  
 

Performance Measure:  Achieve and maintain a rating of 85% or higher on the annual County-Wide 
strategic Planning Survey completed by staff for the statement: “Information and knowledge are 
openly shared within my department.” 
 

              
              
  

STRATEGY STRATEGY OWNER TIMEFRAME 

DOA Internal Communication:  Identify 
opportunities to promote organizational 
communication on issues of interest to 
staff 

Department Managers Ongoing 

Interdepartmental Communication:  
Identify opportunities and methods to 
communicate information with other 
departments.  Reach out to staff in 
departments to determine 
communication needs 

Department Managers 3rd Quarter 2021 

DOA Internal Communication:  
Continue semi-annual All DOA 
meetings to share information across 
divisions and the county as a whole   

Department Managers Biannual Meetings  

DOA Divisional Communication:  
Emphasize organization-wide 
information and continuous 
improvement opportunity at divisional 
staff meetings 

Department Managers Ongoing 

Employee Communication:  Conduct 
regular rounding providing staff the 
opportunity to discuss topics of 
interest and effectively implement 
employee development plans 

Department Supervisors Ongoing 

Pillar: Team 
 

 2015 2016 2017 2018 2019 2020 
Estimate 

2021 
Estimate 

Information and Knowledge 
are Shared Openly 73.9% 78.2% 76.2% 85.3% 82.0% 85% 85% 

 

return to Table of Contents return to Objectives list 
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Objective 3: Maintain DOA policy accuracy and relevance through review of at least 20% of 
countywide DOA policy/procedure/training materials annually. These continuous improvement 
policy audits will improve customer service to departments through standardization of policy/ 
training documentation and timely review to ensure relevance and the elimination of redundant or 
obsolete content. 
 
Owner: All Divisions 

 
Performance Measure:  Increased clarity and ease of use should result in improved customer service 
as measured by annual customer satisfaction survey and through customer satisfaction measured 
during DOA focus groups/ad hoc surveys.   

 
             
  

STRATEGY STRATEGY OWNER TIMEFRAME 

Inventory policies, procedures, and 
training materials.  Consolidate 
information in a centralized location 

DOA Managers 3rd Quarter 2021 

Develop a process to review all policies 
for relevance and accuracy.  Create a 
sign off process for policies 

DOA Managers 3rd Quarter 2021 

Develop or update standard training 
modules by functional area to facilitate 
transfer of information to new staff 
both internal to DOA and countywide 

DOA Managers 2nd Quarter 2022 

Facilitate the on-boarding process of 
new financial staff, payroll point 
people, record custodians and IT 
coordinators with training of 
processes, policies, and 
responsibilities 

Information Technology 
Human Resources 
Business Services   
Budget Division 
Accounting Division 

2nd Quarter 2022 

Develop training resources for 
departmental staff to provide guides to 
assist with responsibilities 

DOA Managers 4th Quarter 2022 

Pillar: Quality 
 

return to Table of Contents return to Objectives list 
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Objective 4: Reflective of employee assignment consolidation and recent retirements, DOA will 
continue to develop succession plans and implement cross training opportunities for key DOA and 
countywide positions. Each division will focus on 1-2 assignment areas annually and revise/develop 
training plans/procedure process documentation.  These enhanced guidance and personnel 
development opportunities will be designed to benefit the organization through increased job 
satisfaction and reduced risk regardless of turnover.  
 
Owner: All Divisions 

 
Performance Measure:  Year over year improvement to the annual employee survey scores relating 
to employee job knowledge and satisfaction.        

STRATEGY STRATEGY OWNER TIMEFRAME 

Identify staff planning for retirements 
approximately three years prior to 
anticipated date and processes/ 
positions where there is subject matter 
expertise limited 

DOA Management 
Human Resources 

Ongoing 

Review and update existing procedure 
manuals, operating procedures, 
policies or process documentation to 
update and determine relevance 

DOA Division Managers  Ongoing 

Develop back-up/cross training 
documentation, policies, and 
procedures for key responsibilities 

DOA Division Managers Ongoing 

Test documentation through tabletop 
exercises as determined appropriate by 
supervisor 

DOA Division Mangers  Ongoing 

Identify method to identify high 
potential employees to fill future 
vacancies.  Prepare professional 
development plans to prepare 
employees for key positions 

DOA Division Managers  Ongoing at least annually 
through evaluation 
process 

Develop internal experts to provide 
support to smaller departments who 
may experience turnover in key 
administrative staff 

DOA Division Managers Ongoing 

Pillar: Quality 
 

return to Table of Contents return to Objectives list 
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Objective 5: Assess current internal and countywide training programs.  Revise current training as 
necessary and implement new curriculum, communications strategies, and targeted employee 
training to engage the current and future workforce to meet organizational needs. 
 
Owner: Human Resources and all DOA Divisions 

 
Performance Measure:  Maintenance of turnover rates within industry benchmarks and maintenance 
of or reduction in regrettable turnover rates (year over year).  Deepen training survey analysis and 
qualitative assessments to increase insight on training effectiveness and value.   

             
  

STRATEGY STRATEGY OWNER TIMEFRAME 

Continued development and refinement 
of employee training survey tools 
including preclass expectations and 
post class participant assessment  

Human Resources 2nd Quarter 2021 

Conduct broad assessment and follow 
through on employee survey matching, 
training, and development needs with 
access to appropriate courses, 
technology and resources 

Human Resources 3rd Quarter 2021/Ongoing 

Develop resources so that managers 
can plan for training development 
opportunities for staff 

Human Resources 2022/Ongoing  

Modify existing and develop new 
programs to deliver targeted training by 
departmental subject matter experts on 
topics identified 

Human Resources and All 
Divisions 

2022 

Measure and begin reporting on the 
effectiveness of the training programs 

Human Resources 2022 
 

   
 
 
 

Pillar: Quality 
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Objective 6: Promote the health and wellbeing of the County workforce by developing programming 
that meets the needs of employees and decreases inflationary pressure on benefit costs. 
 

Owner: Human Resources 
 

Performance Measure:   
• Increase preventative screenings and exams. 
• Increase utilization of the Employee Health and Wellness Center for employees, spouses and children. 
• Maintain Health insurance costs that are below or at medical inflationary trends. 

  
 

STRATEGY STRATEGY OWNER TIMEFRAME 

Identify ways to increase utilization and 
access to financial wellness and health 
prevention programs through various 
communications and education platforms 

Human Resources Annually 

Survey and report on the knowledge, 
access and behaviors toward financial well-
being 

Human Resources Annually 

Adjust benefit plan designs to ensure 
benefit plans are cost effective for both the 
County and employees 

Human Resources Annually 

Enhance and promote services and 
programs at or through the on-site 
Employee Health and Wellness Center 

Human Resources Ongoing 

Conduct Waukesha County Employee 
Health and Wellness Clinic analysis to 
negotiate and renew intergovernmental 
agreement and provide for clinic services 
through a new contract (current 
intergovernmental agreement and clinic 
contract end 12/31/21 

Human Resources 2021 

Pillar: Quality 
 

return to Table of Contents return to Objectives list 
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Objective 7: Continue implementation of information governance and security strategies to 
address changing work environment and data security needs. 
 
Owner: Information Technology/Risk Management/Records/Human Resources 

 
Performance Measure:                                                                          
• Number of organizational files flagged for PII, PCI, HIPAA, and Legacy files at the beginning of 

the implementation process compared to the number of files at the end of the process. 
• Completion of the HIPAA audit which verifies compliance with medical record storage and 

access. 
• Implementation and utilization of data security software including EMS, O365 security features, 

and Nessus scans. 
• Staff education compliance with security training. 

 

STRATEGY STRATEGY OWNER TIMEFRAME 

Completion of HIPAA audit to indicate 
administrative, physical, and technical 
safeguards to protect private medical 
information. 

Risk Management 1st Quarter 2021 

Continued implementation of data access 
governance (DAG) tool to identify and 
manage sensitive and redundant obsolete 
and trivial information. 

Records/Information Technology Tool Implemented:   
4th Quarter 2020 
 
Data Management: 
On-going 

Continued education of staff regarding 
awareness and importance of data security. 

Information Technology On-going 

Utilization of network scans to flag areas of 
concern 

Information Technology On-going 

Implementation of EMS and other data 
security features found in O365. 

Information Technology 2022 

Creation of an organizational compliance 
position tasked with overseeing data 
security and records management 
compliance. 

Records/Information Technology Position Creation:  2020 
 Hire:  2021 

Testing of data security breech procedures 
and processes through tabletop exercises. 

Risk Management/Information 
Technology 

3rd Quarter 2021 

 
 

Pillar: Quality 
 

return to Table of Contents return to Objectives list 
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Objective 8: Implementation of replacement county-wide cashiering software maintaining current 
integrations and centralized cashiering efficiencies while reestablishing policy and procedures to 
enhance/maintain internal controls and provide opportunities for continuous improvement. 

 
Owner: Accounting/Information Technology 

 
Performance Measure:  Successful implementation of selected cashiering software as measured by 
project close and implementation of all interfaces and modules.  Close out will also include 
stakeholder review to determine overall project satisfaction and identify opportunities for 
continuous improvement. 

 

STRATEGY STRATEGY OWNER TIMEFRAME 

Implement new cashiering product. Accounting/Information 
Technology 

2nd Quarter 2021 

Roll out of training plan and continuous 
training options as new cashiers 
onboard. 

Accounting 2nd Quarter 2021 

Reassessment of initial set up with 
departments post go live to ensure 
departments are experience a positive 
transition to new product. 

Accounting 4th Quarter 2021 

Post go live tips and tricks training to 
help promote efficient use of product. 

Accounting 4th Quarter 2021 

Post go live reporting training from 
financial system and cashiering system 
to help promote efficient use of 
products. 

Accounting 4th Quarter 2021 

 
 
 
 
 
 

Pillar: Finance 
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Objective 9: Implementation of new Human Resources Information System (HRIS) system and 
conduct a gap analysis and identify a path to migrate from NeoGov’s Highline product to either 
NeoGov’s SAAS solution or alternative to fully implement the Payroll/Human Resources 
Information System (HRIS). 
 
Owner: Human Resources/Accounting/Information Technology 

 
Performance Measure:  Initial project measurement will assess stakeholder project satisfaction. The 
initial objective is to ensure continuation/replacement of critical payroll and HR systems.  A 
potential Phase II, which is expected to start in 2023, may include expanded modules and 
opportunities for cost savings through consolidation.   

         

STRATEGY STRATEGY OWNER TIMEFRAME 

Implement upgrade of HRIS Human Resources/Accounting 
Information Technology 

2nd Quarter 2021 

Conduct gap analysis, make decision 
regarding movement to SaaS version 

Human Resources/Accounting 
Information Technology 

2nd Quarter 2021 

Pros/Cons of new SAAS 
software 

  

Timing of potential change to 
SAAS 

  

Cost changes with new system   

Available resources for 
implementation 

  

County-wide training in use of the new 
system 

Human Resources/Accounting 2021/On-going 

Move to SaaS or alternative and fully 
implement planned modules  

Human Resources/Accounting 
Information Technology 

2022 

Evaluate additional modules made 
available through acquisition 
(Onboarding, time and attendance, 
forms, etc.) 

Human Resources/Accounting  2022 

Pillar: Finance 
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Objective 10: Explore biennial budget development and improve long-term financial viability of 
county operations through exploration of funding options and operational improvements. If a 
biennial budget is recommended, a Phase II project would be required in preparation of a County 
Board Resolution in 2023 in advance of a 2024/25 Biennial Budget process.   
 
Owner: Budget Divisions/Business Services/County Financial and Policy Staff 

 
Performance Measure:  Initial proof of concept will identify costs and benefits to determine the 
feasibility of a biennial budget. 
 

STRATEGY STRATEGY OWNER TIMEFRAME 

Establish a review committee to 
explore the feasibility of a biennial 
budget process.  Prepare 
documentation for a recommendation 
on biennial budget 

Budget Division/Business 
Services/County Financial and 
Policy Staff 

2nd Quarter 2021 

If approved by the County Executive 
and County Board (i.e., through formal 
resolution) then establish new project 
charter to implement system changes 

Budget Division/Business 
Services 

2021-2022 

To improve the long-term financial 
viability of the county, explore 
additional funding options and 
opportunities to achieve cost 
savings/cost avoidance in operations 

Budget Division/Business 
Services 

2021-2022 

Review of priorities, programs and 
funding sources 

  

Pillar: Finance 
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Appendix A – Department of Administration 
Environmental Scan 
 

During spring 2020, Department of Administration (DOA) managers conducted a divisional environmental 
scanning session with their teams to identify strengths, weaknesses, opportunities and threats (SWOT) facing 
DOA and the County as a whole.  

In 2020, DOA completed a full strategic plan revision beginning with a review of prior year objectives and the 
identification of strategic priorities to consider for inclusion in the 2020-2022 strategic plan. The 2020 plan 
framework builds on countywide priorities and focuses on the Five Pillars of Success and standards of service 
excellence.  This framework allows for internal and external peer comparisons to assess implementation 
success. 

A variety of internal and external resources were utilized during plan development such as legislative analysis, 
customer survey, literature review and peer best practices. Most importantly, the plan builds on the SWOT 
analysis as a foundation for continuous improvement and adaptability. What follows are key updates to the 
environmental scan used to inform and guide the development of the 2020–2022 DOA Strategic Plan. 

COMMUNITY PROFILE 

Profile 

Waukesha County encompasses 576 square miles in southeastern Wisconsin.  The county is comprised of 8 
cities, 20 villages and 10 towns.  The County is the 3rd most populous county in the state.  It is located directly 
west of Milwaukee County and 100 miles northwest of Chicago. 

Waukesha County is responsible for providing diverse services to residents including health and human 
services, public safety, public works, parks and land use, and administrative services.   

Population and Community Demographics 

The expected growth of the County is key to understanding the future needs and expectations of residents.  The 
County’s population has increased by 3.4% from 2010 to 2019.  As of 2019, approximately 406,000 people 
reside in Waukesha County.  The County’s population is projected to increase to 428,000 by 2025 and 442,000 
by 2030.  Waukesha County is comprised of 1% of Wisconsin’s land but is home to 7% of the State’s 
population.  Based on population growth anticipated in the state, Waukesha County is projected to remain the 
third most populous county through 2050. 

Anticipated population growth in Waukesha County is primarily due to migration into the County instead of 
natural increase.  In fact, due to an aging population in the County, the number of deaths will exceed the 
number of births between 2030 and 2040 resulting in negative natural growth.  However, movement into the 
County is projected to outpace the anticipated natural decline which will contribute to population growth. 
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Age 

The median age in Waukesha County is approximately 43.1 years old which has been increasing since 1970 
when the median age was 25.4 years old.   

From an employment standpoint, the County will need to look at succession planning as many County 
employees are reaching retirement age. The baby boom phenomenon continues to affect all employers as the 
youngest members of the baby boomer generation will reach age 65 by 2030.  The result is that as vacancies 
are created due to retirements, the pool of applicants to fill those vacancies in the 25-44 age group will be small 
in comparison to the number of vacancies created.  The result is there will be more competition with employers 
for skilled workers to fill leadership positions. 

As the workforce ages, health care needs will continue to increase. This, in turn, places additional strain on the 
ability to provide health benefits in a cost-effective manner.  The County continues to implement benefit plan 
adjustments, wellness programming, and promote utilization of the Wellness Center to limit inflationary strain on 
health care expenses.  Health insurance trends suggest costs will continue to rise faster than the rate of 
inflation, which will require the County to continue adopting efficiency and quality of service measures to 
manage costs. 

Household Demographics 

There are approximately 162,300 households in Waukesha County which is anticipated to increase by 3.5% 
every 5 years.  The average number of people per household is approximately 2.5 individuals and the median 
income is $84,300 per year.  There is a significant range of median household incomes by municipality which 
can range from $41,900 to $156,300.  However, 24 of the 37 municipalities have household incomes above the 
County median income.  Approximately 5% of Waukesha County’s population lives in poverty which is half of 
the statewide average of 11% of the population in poverty. 

Approximately 77% of the households live-in owner-occupied units and 23% live in renter occupied units.  The 
median housing value in Waukesha County is $272,100.  The median gross rent is $1,014.   

Community Expectations  

In 2020, Waukesha County conducted focus groups soliciting feedback from County residents, business 
leaders and non-profit organizations on issues facing county government.  Similar to the 2017 focus groups the 
2020 results affirmed the historical sentiment that citizens demand government accountability and value for tax 
dollars spent. The public expects efficient core services and increased efficiency through collaboration with 
other entities and jurisdictions. Based on the results the County continues to address citizen expectation as 
expressed in the foundation pillars:  

• Customer Service  
• Quality  
• Team  
• Health and Safety  
• Finance  
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The maintenance and implementation of the pillars will be impacted by limited local and federal funding.  
Resource pressures are also acutely felt in the areas of Health and Human Services and Circuit Court Services 
where intergovernmental revenues do not keep pace with service requirements. At the local level, levy limits 
hold the line on property taxes, and local taxpayer impact, but will require the County to do more with less or be 
faced with charging user fees or reducing the quality/level of services provided. 

ECONOMICS 

Jobs  

Per the United States Census, approximately 96.1% of the Waukesha County population has graduated high 
school.  Approximately, 9.6% of the population has an associate’s degree, approximately 28.6% has a 
bachelor’s degree and 15.2% has a graduate or professional degree.   

As of December 2019, Waukesha County’s unemployment rate is 2.6%, which is lower than the national 
unemployment rate of 3.5% and the statewide average of 3.2%. The effects of the 2020 COVID-19 Pandemic 
on the local economy include an increase in unemployment.  The current rate (November 2020) is 
approximately 4.5%.  It is expected that the slow down related to enhanced safety protocols will not fully resolve 
until 2023.  However, relatively low unemployment rates, and strong competition in key sectors, will mean tight 
labor markets where employers have difficulty recruiting workers. It is expected that employment will return to 
2019 rates and experience significant growth in Professional and Business Services, Leisure and Hospitality, 
and Education and Health Services areas. Household income continues to increase and is greater than State of 
Wisconsin and national averages. In 2017, Waukesha County had the highest median household income in the 
state at $81,100. 

In addition to an aging workforce and relatively low unemployment, there will be a shift the workforce due to 
technological advancements. The low workforce quantity will be partially bridged by increased productivity due 
to automation. Examples of this are artificial intelligence and autonomous transportation. Automation reduces 
routine and repetitive tasks, but also creates broad effects on the labor market. There is a negative correlation 
between automation exposure and education requirements required for the job. As jobs are replaced by 
automation, new jobs will be created, but with different skill sets or education. 

Enhanced technology will also bring data security concerns. This requires an emphasis both on physical and 
digital security and investments in buildings, backup systems and contingency planning. 

REGULATORY AND LEGISLATIVE ISSUES 

State and Federal legislation and court decisions will continue to impact DOA divisions. Workplace policies and 
procedures must be updated on a regular basis to remain current with changes in legislation or interpretations. 
Federal legislation and regulations in areas such as privacy under the Health Insurance Portability and 
Accountability Act (HIPAA) and Family Medical Leave Act (FMLA) are examples of areas where policies and 
procedures must be monitored and remain compliant with change. 

Federal legislation, specifically in the areas of health care, have and will continue to significantly impact the 
County and DOA. Ensuring that County health plans comply with the Affordable Care Act and that the County is 
in a position to meet future regulations and compliance obligations is critical. Failure to properly comply will 
result in significant fiscal penalties. Compliance creates a need to develop and maintain a high level of technical 
expertise through staff and outside resources or a combination of both. 

Appendix A – Department of Administration Environmental Scan continued 



 

 

12/15/2020 25 

Department of Administration Strategic Plan 

 

 
Tightening Federal/State budgets put more strain on local services, and as previously stated, drive 
consolidation. Successful projects such as trunked radio, shared dispatch, law records, materials recycling, 
collection services and multi-county medical examiner services demonstrate the advantage of shared services 
in which governments can inter-governmentally cooperate to maintain services and reduce costs. However, the 
execution of these projects takes significant technical, project management and leadership expertise. The drive 
towards consolidation and efficiency also impacts administrative functions and resources may have to be 
prioritized to achieve the highest return on investment. 

Technology in areas such as hosted computer systems and online payments require in-house expertise in the 
development and deployment of cloud-based systems. Compliance and security will require more extensive 
audit procedures and internal control documentation relating to rule compliance. The demands for technical and 
accounting expertise, combined with the desire for more citizen engagement, are significant and are among the 
many competing priorities for financial staff. 

COUNTY FINANCIAL ANALYSIS 

Waukesha County is rated by 
both Moody’s Investor 
Service and Fitch as part of 
the yearly debt issuance 
process.  Both entities have 
rated Waukesha County with 
a triple A rating which the 
highest credit worthiness 
rating a municipality can 
receive and is indicative of a 
stable financial position and 
conservative management 
philosophy.   

Another reason for the triple 
A rating is due to the large, 
diverse tax base experienced 
by the County.  The 
Wisconsin Department of 
Revenue annually determines 
the county’s tax base.  The 
chart on the right shows the 
10-year equalized property 
tax value and the year over 
year change.   

The residential tax base 
makes up 75.8% of the total 
value, commercial property 
comprises 19.6% of the tax 
base, manufacturing 
comprises 2.6% of the tax 
base and personal property of 
1.5% comprise the rest of the tax base. 
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Although the County has sound management practices, conservative leadership and a broad tax base, it is 
limited in the amount of money that can be generated to support operations.  Since 2011, Wisconsin 
municipalities have operated under a statewide levy cap that limits annual tax levy growth to the percentage 
change in equalized value stemming from new construction.   

 

As a result of limited tax levy growth, Departments must implement organizational efficiencies in providing 
services, consider user fees to support services, consider partnerships to provide services, and prioritize 
services to address funding gaps.  
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TECHNOLOGY ISSUES AND TRENDS 

The use of technology within County government and its customers continues to grow. Trends toward the cloud, 
web-based, e-commerce, remote work and end user driven systems makes more functionality and service 
available to internal and external customers. This “always on – always accessible” culture means increased 
dependence on information systems and the support services to implement/manage systems and mitigate risk 
are critical. 

Continued strategic investment in technology by focusing on effectiveness/efficiency through Return on 
Investment-ROI fuels productivity. Enhancements to information management, security, business continuity and 
data availability will continue to develop. The increased use and availability of data means that data security is 
an ever-increasing responsibility and the need to protect data and follow sound information governance policy is 
critical. 

The reality of continuous technological change requires increased employee training and experience 
requirements. A significant portion of traditional information technology duties/responsibilities are being shifted 
to end users driving the need to spend a greater portion of time on training, planning and testing software 
changes. The focus on end user applications and lean IT staffing results in IT expertise in some areas being 
“one-person deep” requiring the need for supplemental outside resources and prioritization of core functionality. 

DOA will continue to invest in project development and management processes to ensure successful 
implementations. Technology projects will require a cost/benefit analysis to address the impact of maintaining 
and managing technology and its impact on staff in comparison to existing systems or other technological 
alternatives to ensure solid investment and positive return on investment. 

WORKFORCE ISSUES AND TRENDS 

As previously stated, the County will need to look at succession planning as many County employees are 
reaching retirement age. This is especially true for DOA, where a large group of experienced employees, senior 
professionals and managerial staff, have recently retired or will be retiring in the next five years. 

Retirements are affecting experience levels; in 2020 approximately 30% of the department has fewer than 5 
years of experience working within DOA. The need for transition planning, policy and procedure documentation 
and cross training were consistently identified in all divisional SWOT analyses and point toward a county-wide 
need to develop recruitment/skill development and compensation programs that attract, develop and retain 
employees adaptable to lean/continuous improvement. Smaller staff will be distressingly vulnerable to the loss 
of even a single staff member (both in professional and administrative support categories). A greater emphasis 
will need to be placed on documenting specialized functions. This requires time and the assignment of 
responsibilities unrelated to employee core tasks will need to be more conservative than in the past. 

Throughout the County, departments are asking employees to work harder and implement new programs and 
services usually with less staff. Departments and citizens want more information and the digital expectation is 
that information is always available. DOA staff is also significantly impacted with implementing new countywide 
systems. The implementation and testing of new systems requires employee commitments that are frequently in 
addition to their core work responsibilities. These expectations place greater stress on employees and points 
toward a need to manage workloads effectively. In addition, the need to have workplace policies, which address 
and support our emphasis on diversity, inclusion and respect are essential. The need to have programs that 
support employees’ efforts and impacts on themselves personally is critical. 
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Appendix A – Department of Administration Environmental Scan continued 

Employee development is essential, and the County will need to continue incentives and incorporate the building 
of expertise through the performance evaluation process providing opportunities for individual growth and training. 
Established programs such as Management University, Introduction to Supervision and Lean Management, 
develop skills and prepare employees for promotional opportunities. There will be a need to continue and expand 
these types of programs to prepare workers for management roles and to support all personnel in accepting 
broader responsibilities. 

As part of the strategic planning process employees participated in a survey measuring their awareness and 
contributions toward organizational and personal success. DOA survey participation was 83% (78 employees) in 
2019. Survey results were positive indicating that employees are both aware of the process and feel that they can 
be recognized and rewarded for their contributions. Over 92% of DOA employees strongly or somewhat agree 
that their work directly contributes toward the overall success of the County. Employee views relating to change 
are also positively represented with 84.6% of employees indicating their supervisor or manager frequently ask 
their opinion on how to do things better.  
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