03G

The Revenue Management group performs the billing, collections and customer service for City
of Franklin water/wastewater/storm water/sanitation & environmental services bills; business
tax; alcohol taxes; state shared taxes; hotel/motel taxes; and, numerous permits.

Measurement/Goal FY11 FY12 FY13 FY14 FY15
(Actual) (Actual) (Actual) (Projected) | (Proposed)

Maintain utility billing error rate at or below 5.3 errors per 10,000 billed

items.

Errors/10,000 Bills 5.5% 5.1% 5.0% 4.9% 4.8%

i Increase Electronic Versus Manual Payments by 1% by Fiscal Year Ending

72.6% ’ 75.7% 76.6%

E-Payment %

Sustainable Franklin

* Reduce paper usage by deploying automation within the utility billing
process

* Reduce customer travel time & energy usage by educating our customers on
our current automatic payment options available to them.

* Reduce travel time & energy usage by City of Franklin employees by
deploying automation to account maintenance processes

* Increase paper recycling by destroying documents through a
recycling/record destruction vendor



Assistant City Recorder -
Revenue Management

|
[ ey "’"""""""'l_'_ e |

Account
Accounting Officer Management

Supervisor

Customer Service
Supervisor
p——

Billing/Collections
Supervisor

— —
liing/-ocllectiions Billina/ o " .
t g/Collections Financial
l’l T"’"”;‘;f’;“ (BFT, Technician (3) Technician (3)

Cashier
part-time (3)

i




Staffing by Positi

City of Franklin

2014-2015 Fiscal Year Budget
General Fund - Revenue Management
Parsonnel by Positlon

. Pay FY 2014 FY 2015
Position Grade | Full-Time Part-Time FullTime PartTime
Asst Clty Recorder - Revenue Mgmt G 1 0 1 0
Account Mar t Supervisor F 1 [+ 1 [1]
Customear Service Supervisor F 1 & 1 1]
Accounting Officer E 1 a 1 0
Financlal Techniclan | D 4 0 4 0
Bllling & Collection Tech [ -] 1 5 1
[Cashler -Part Time {2 Full Tine Equivalents) B 0 3 0 5
TOTALS 14 4 13 ]
No#e: 5 part-ime podtiongare hudgeted asequivalent to 2 FTEg,
Naw Pasition Rechssificatio
Pay Gradae (if
Narrative of Personnel Changes Title Pay Grade From Joh Titla To Job Title reclassification
creates new Job
title)
|nerease pool of PT cashiers by 2 to 5, with no increase In hours.
5 I o Requirernents
Depar Carear Develc Path Pay Grade Degren Experience Corfiications
Municipal Clerk &
Asst Clty Recorder G Recorder - State of
Tenn
Account Mgmt Supenvgor F
Financial Technlcian | D
Blling & Collection Technician [
Biling & Collection Technician B




Budget Notes/Objectives

Revenue Management

Personnel:
Due to the transfer of property tax billing and collection to the Williamson County Trustee, the
Department has eliminated one position (through retirement).
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Mission: Our mission is to effectively, efficiently and accurately process city ordinance
violations; to create and sustain customer oriented quality service that provides maximum access
to the court and promotes public confidence in the court system.

Vision: Our vision is to provide those appearing and practicing before the court with fair,
efficient and expeditious means of proceeding with their business, This is done by competent,
professional employees, technology and process improvement measures.

Performance Measures:

The court implemented a customer feedback tool in FY 2013. Customers can now respond with
comment cards and we are soliciting feedback to improve performance. This will be moved to
an online tool in FY 2014. Data will be gathered to improve our operations.

Goal: Deliver customer oriented quality service

FY 12 FY 13 FY I4 FY 14 FY 15

Actual Actual Guoal Projected  Proposed

Deploy tool for online NA NA NA NO YES
payments

Customer feedback tool
deployed and responding
within 2 business days NA NA NA 100% 100%
100% of the time to those
needing responses

This is a satisfaction measure. This metric will expand to a Customer Satisfaction Measure as
data is developed and the measurement tool is enhanced.

Goal: Administer the Operations of City Court in an effective manner

FY 15
Proposed

I E
Goal

FY 14
Projected

FY 13
Actual
400 ' 375 [ 400 400

FY 12
Actual

Citations Processed per
Employee (per month)

This measures efficiency. The drop in performance for the FY 13 Projected is due to the
teduction in the number of citations issued and received by the court. The FY 14 Proposed
assumes citations issued by the PD will return to more historical levels.

Goal: Collect the monies owed the City of Franklin by taking actions to pursue obligations
in accordance with State and City requirements.



FY 13 FY 14 FY 14 FY IS5

Actions taken due to

Actual Goal Projected _ Proposed

Data Not

\ctic iem
citations not satisfied (% | y .1 DA 95% 95% 95%
that Meet Follow Up (DNA)

Criteria)

This measures effectiveness. Prior year data is not available from the prior court case
management software. The goal is being established without benchmarks or comparisons but as
a target for attainment. Although we cannot require payment, we can ensure that we take actions
to encourage payment of monies due. Those actions include notification to the State Dept. of
Safety to suspend their driving privileges and/or transfer to the collections agent. During FY
2013, the Court transferred past due accounts to a Collections Agent. Collections success will be
measured and included on internal metrics.

Sustainable Franklin

Reduce our traffic impact by deploying tools to allow customer choice for
payments; we have seen success as about 20% of all court revenues come
from customers choosing to pay by phone with a credit/debit card. This
payment method continues to grow and in March saw 23.9% of monies
received be paid remotely. The change in software this year will allow us to
deploy an online payment application in FY 2014.

Reduce reliance on paper by deploying tools targeted at reducing the amount
of stored citations; success in scanning FY'12-current into OnBase for
satisfied citations. It is desired to expand this in the future to allow
electronic transmittal of citations from the Police Department to improve
accuracy and timeliness.

Reduce amount of paper mail generated by City staff by deploying tools
aimed at use of electronic applications for conducting business. We submit
about 400 documents monthly to the State and all but a few reports are
submitted electronically.



anizational Chart

Business Process
Improvement Manager/City

Court Gierk (Finance Dept)
 —— —
Deputy Court Clerk .
(1FT, 2 PT) Chief Deputy Court Clerk

Staffing by Position

City of Franklin

2014-2015 Fiscal Year Budget
General Fund - Court
Personnel by Posltion

Posltion Pay FY 2014 FY 2015
Grade Full-Time Part-Time Full-Time Part-Time
Chief Deputy Court Clerk E 1 0 1 0
Deputy Court Clerk C 1 2 1 2
TOTAL 2 2 2 2

Note: The City Judge is also paid from within this department.

New Positlon Reclassification

Pay Grade (if
reclassiflcation
creates new Joh

title)

Narrative of Personnel Ghanges Title Pay Grade | FromJob Title | To Job Title

Requirements

Departmental Career Development Path Pay Grade Degree Experience Certifications




Budget Notes/Objectives

Court

Personnel:

This budget reflects no change in personnel and includes part-time support to meet fluctuations
in workload resulting from changes in the number of citations issued by the Police Department.
Part time personnel allow us more flexibility in meeting workload fluctuations. Personnel to

court certified (in progress).

Operations:
Operating costs are projected to be flat for from FY 2014 to FY 2015.

Capital:
No capital costs are budgeted in FY 2014.
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