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Introduction
This Strategic Plan is the result of eight months (May – December 2013) of work
driven by former Agency Director, Jeffery S. Brown, led by a professional consultant,
Dr. Gary Quehl. With Jeff and Gary’s leadership and support, representatives from
each of the Health and Human Services Agency’s four departments and agency-level
staff conducted this process to assess the key strategic issues facing the Agency.
The research phase of the strategic planning process included Dr. Quehl conducting a
series of focus group interviews with over 200 staff, community partners and clients.
Concurrently, the Strategic Planning Steering Committee compiled information
regarding the Agency’s formal mandates, informal mandates, stakeholders, and external political,
economic, socio-cultural, and technological forces.
The analysis phase of the process included sorting through the hundreds of pages of data collected
during the research phase to identify which issues met the criteria of a “strategic issue” meaning it is:
critical to the Agency’s success, we can do something about it, it won’t go away on its own, and there is
not an easy solution. Each potential strategic issue was tested by the Steering Committee and
eventually the eight issues detailed in this report were selected.
The final phase of this process included developing an agency-wide mission and vision, with purpose
statements for each department or division. The values of the Agency were adopted from the Nevada
County Board of Supervisors’ value statements for the entire County.
The strategic issues identified in this plan are not intended to be resolvable in a five or ten year
timeframe. This is not a long range plan, with a predetermined ending. Rather, this plan is intended to
be a living document which will be reviewed periodically and updated as needed. Each strategic issue is
accompanied with short and long term implementing objectives. Annually, the Agency will review this
strategic plan to evaluate and prioritize the implementing objectives which are most relevant and
achievable for the coming year. An annual Work Plan will be developed and coordinated with the
budget season to ensure continuity in strategic and budgetary planning priorities. This annual review
will also serve to evaluate the previous year’s achievements and outcomes.
I look forward to working with agency staff and county leadership to implement this strategic plan, to
strengthen the Health and Human Services Agency for our whole community.
Sincerely,

Stewart Knox, Interim HHSA Director
March 5, 2014
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Vision
Nevada County is a healthy community where all residents thrive.

Mission
We protect lives, promote health and wellness, and provide support and services to help Nevada
County residents meet their basic needs.

Department/Division Purpose Statements
The Behavioral Health Department provides evidence based, culturally competent mental health and
substance abuse treatment services to Nevada County residents.
The Social Services Department protects and promotes the safety, stability, and growth of individuals in
our community by providing food, medical and temporary cash benefits, and employment,
protective and Veterans’ services.
The Public Health Department protects lives, prevents disease and promotes healthy lifestyles through
an array of programs including communicable disease control, chronic disease prevention,
emergency preparedness, community health education, clinical services and healthcare
management.
The Child Support Department enhances the well-being of children and self-sufficiency of families by
delivering professional child support services including locating parents; establishing paternity,
medical, and monetary support amounts; and enforcing and modifying orders.
The Collections Division actively and professionally seeks payment of debts owed to the County of
Nevada including those arising out of civil and criminal court actions.
The Housing & Community Services Division promotes safe, affordable housing and community and
economic development through loan and grant programs.
The Fiscal and Administrative Division provides fiscal, contract development, compliance and
administrative support to department programs to ensure that sustainable high-quality services
are provided to county residents.
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Comprehensive Strategic Issue Statements

Integration of Client Services
The Strategic Issue
The Health and Human Services Agency departments serve overlapping populations, yet each
department is governed by different mandates, regulations, confidentiality requirements, and
funding sources. The Agency has made a concerted effort to coordinate the various services
delivered to the same family or individual in order to improve the effectiveness of each service
and ultimately to improve the outcomes for each family or individual served. The Agency has
made great progress in this area, but has much room to move past coordination toward
integration.

The Key Strategic Direction
The Agency will continue to identify and implement initiatives which deepen the integration
of services provided throughout the Agency in order to achieve more effective outcomes for
families and individuals facing multiple barriers to living self-sufficient healthy lives.

Short and Long Term Implementing Objectives
1. The Agency will increase staff awareness of all agency programs through trainings, direct exposure,
and reference materials. The goal is to get buy-in from the managers first, and then line staff, on
how to promote services for eligible individuals.
2. The Agency will provide opportunities to cross-train staff and support staff member movement from
one department to another within the County, and when appropriate share information on best
practices with all County Departments.
3. The Agency will address barriers to service integration from a regulatory or legal perspective.
4. The Agency will seek opportunities to expand the provision of integrative services to community
residents.
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Program Performance: Quality Assurance, Quality Improvement and
Customer Satisfaction
The Strategic Issue
Each agency department conducts either time-limited or ongoing quality assurance and
improvement activities that address specific mandates. These activities are performed
independently of one another and result in fragmented and uncoordinated outcomes. Although
each activity is geared to meet specific state and/or federal mandates, the current efforts do not
include a vision to improve customer service quality across all four departments. Developing a
joint coordinated quality assurance and improvement plan throughout the Agency will allow the
Departments to become more integrated with each other and improve overall customer service.

The Key Strategic Direction
The Agency will align its customer services improvement efforts with the County’s number
one value of Customer Satisfaction – tailoring our products to meet the unique needs of our
customers, not presuming that “one size fits all.” To do so, we make every effort to
understand what customers need and value. We also embrace the concepts of hope and
recovery; believing that all residents are capable of positive change.
The Agency will develop and implement a quality assurance and improvement plan to identify
and coordinate common quality measurement tools and improvement strategies across all
departments, with the goal of improving customer service. In addition, the plan will foster a
culture among all agency staff where program evaluation and customer feedback are
considered critical to achieving and maintaining the highest service delivery standards.

Short and Long Term Implementing Objectives
1. The Agency will form a Program Performance Committee, to include representatives from all four
departments and the agency-level Administrative Analyst.
2. The Agency will develop and use a Quality Assurance and Improvement Plan, client/customer
feedback and contract monitoring results to periodically review agency performance and identify
and prioritize program performance projects.
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Fiscal Sustainability
The Strategic Issue
The agency budget is dependent on many factors, including a high degree of dependence on
federal funds and state allocations as well as Nevada County HHSA-designated funding based on
statewide sales tax and motor vehicle license fee receipts. In order to provide consistent, reliable
programs to community residents, the Agency must be able to predict and carefully monitor
these flexing funding streams, creatively leverage fiscal resources, and closely coordinate among
the Agency’s programs and with community partners.

The Key Strategic Direction
The Agency will develop a long-term Fiscal Sustainability Plan to address the demand for
stable client services and meet community needs and expectations. The plan will provide for
adequate staffing levels to meet caseload demands and will optimize and prioritize
operations, including partnering and coordinating services with other county departments and
independent providers in the community.

Short and Long Term Implementing Objectives
The Agency’s fiscal sustainability planning process will include the following:
1. Ensure that each program has a realistic budget that is prepared in a timely manner, with input from
program managers and department directors.
2. Provide timely management fiscal reports and recommendations to department directors and
program managers to ensure they have an opportunity to proactively respond.
3. Forecast three-year rolling sustainability plans for each department at least once a year, and
develop and implement corrective actions that are needed.
4. Continue to seek funding opportunities to match agency needs.
5. Develop more opportunities to bridge between fiscal and program staff, as well as to further crosstrain fiscal staff, including monthly meetings between each fiscal manager liaison and each program
manager.
6. Develop a contractor training curriculum and identify expectations, including a primer on Nevada
County governmental policies and processes affecting contracts.
7.

Conduct regular contractor site reviews/audits to ensure that contractors are following proper
procedure and adhering to the terms of each contract and develop a standardized tool for contract
monitoring that is consistent, but flexible enough, to cover the full range of services.

8. Develop a centralized system (i.e., SharePoint) to collect files and reports for each external contract
as a safeguard to ensure that funds are being used efficiently for the appropriate program purpose.
9. Develop a centralized system (i.e., SharePoint) to collect data and reports for internal services
provided, including key performance metrics for each program to ensure that funds are being used
efficiently for the appropriate program purpose.

7

County of Nevada Health and Human Services Agency Strategic Plan

Cultivating a Positive Work Environment
The Strategic Issue
Department heads, community partners, and clients all identify staff members as the Agency’s
single greatest resource and strength. The Great Recession, and subsequent government
downsizing has resulted in staff members facing increased workloads over the past five years.
Unlike some government services for which demand decreases in a recession, the services
provided by the Health and Human Services Agency are in higher demand during difficult
economic times, as more individuals and families struggle to meet their basic needs. Agency
staff has shown great perseverance during this difficult time but morale has diminished as a
result. If the Agency is to continue its high level of performance and strengthen its services
without adding staff, issues concerning communication, workloads, staff wellness, policies and
procedures, training, and workforce development need to be collectively addressed.

The Key Strategic Direction
The Agency will engage staff in identifying and implementing opportunities to improve
policies, procedures, and practices. It will also identify training opportunities, strengthen
communication and work with Human Resources to develop workforce succession plans.
These efforts will enhance workflow efficiencies, improve staff wellness, develop employees
personally and professionally and further cultivate a positive work environment.

Short and Long Term Implementing Objectives
1. The Agency will make open, transparent communication a priority at all levels of the
organization.
2. The agency supervisor group will create a SharePoint Policies, Procedures, and Practices
data base to which all staff members can have access. The group will first establish agencywide policies, procedures, and practices—after which specific departmental policies,
procedures, and practices will be added. The committee will seek input from staff in an
effort to streamline workflows and review workloads.
3. Agency managers will identify and prioritize cross-department training needs and develop a
structure and timetable to implement new training opportunities. This will be a standing
agenda item at the monthly managers’ meeting.
4. Agency managers will create a committee to explore best practices on workforce planning
and report back to the larger managers’ meeting. Agency managers and department heads,
in conjunction with Nevada County Human Resources, will develop and implement a written
plan on staff recruitment, hiring, development, retention, opportunities for promotion, and
succession planning.
5. The Agency will create a Healthy People Council to address staff physical and emotional

wellness issues, and staff members at all levels will be encouraged to participate.
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Enhancing Intra-County Efficiencies
The Strategic Issue
The Agency is part of a county government structure that provides overall priority direction and
program approval from the Nevada County Board of Supervisors and County Executive Officer.
The Agency also coordinates with the Human Resources Department, the Auditor-Controller’s
Office, County Counsel, and the General and Information Systems Agency on a daily basis to
conduct routine Agency business. These relationships are critical to the Agency’s quality and
efficient delivery of community services.

The Key Strategic Direction
The Agency will work in partnership with county-wide leadership to identify opportunities to
examine and clarify county-wide policies, processes, and procedures in order to enhance the
County’s workflows and improve customer service.

Short and Long Term Implementing Objectives
1. Agency leadership will work with county leaders to conduct an assessment of workflow practices in
accordance with County policies and procedures that could be improved to increase workflow
efficiencies, enhance opportunities for collaboration, resolve confusing issues and reduce workflow
disturbances. Examples include working with Human Resources to improve management
understanding of specific recruitment and hiring procedures.
2. Agency leadership, with staff input, will prioritize potential policy changes and work with the County
Executive Office regarding requests to improve efficiencies. Examples include the use of multi-year
contracts, super-resolutions and signing authority based on transparency efforts.
3. Agency leadership will utilize opportunities to share ideas and discuss potential cross-department
workflow improvements with the involved departments, as appropriate.
4. Agency leadership will develop a mechanism to report back to agency staff regarding progress of
specific initiatives.
5. The Agency will prioritize two-way communication with all leadership and staff to enhance
understanding of issues. Agency leadership will address questions and concerns with staff on an
ongoing basis.
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Regional Partnerships
The Strategic Issue
For many years, the Agency has partnered with neighboring counties to efficiently deliver certain
services to clients across multiple counties. Given the growing trend of reduced government size
at all levels, the fact that it can be very difficult and costly to provide programs for small
populations and that county boundaries do not always represent the socio-cultural boundaries of
communities, there are opportunities to explore additional areas for regional collaboration and
optimization of service delivery with neighboring counties and other regional entities.

The Key Strategic Direction
The Agency will meet with leaders of other counties and regional providers to explore
additional opportunities to work collaboratively and regionalize services. The purpose will be
to enhance customer services; provide more cost-effective services; and share ideas,
successes, and failures in order to develop more effective programs and achieve greater
efficiencies.

Short and Long-Term Implementing Objectives
1. The Agency will perform an assessment with key program staff to identify potential areas in which
neighboring counties may be able to work together collaboratively to regionalize service delivery to
the benefit of county residents.

2. The Agency will meet individually with leaders of bordering and nearby counties and other regional
service providers to explore areas identified as having regional collaborative potential and to assess
possible interest in moving forward with further study.

3. The Agency will conduct both program and fiscal feasibility analyses of service areas identified as
having potential for collaboration and/or regional service delivery.

4. The Agency will share recommendations with the Nevada County Executive Officer regarding new
collaborative and/or regional service delivery, along with background analyses and interest levels
expressed by potential partner entities.

5. The Agency will pursue new and expanded regional partnerships as approved by the County
Executive Officer and the Nevada County Board of Supervisors, when applicable.
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Community Partnerships
The Strategic Issue
The Agency has a history of partnering with a host of governmental entities, community
organizations, and dedicated individuals to deliver critically needed health and human services
and to initiate a number of collaborative initiatives designed to strengthen neighborhoods and
address important community issues. Due to the growing complexity of issues addressed in
communities, and the trend toward reduced government size at all levels, there are opportunities
to explore additional areas for Agency collaboration with all of its existing and potentially new
community partners.

The Key Strategic Direction
The Agency will expand its efforts to support the work of community partners and
collaborations. This will focus on active efforts to pursue additional resources to support
ongoing and new collaborative efforts, continued support to increase the capacity of local
community organizations, and an evaluation and exploration of how more effective
partnering with such organizations can best meet the needs of county residents.

Short and Long Term Implementing Objectives
1. The Agency will address needs and gaps in services by strengthening community partnerships.
2. The Agency will look at existing and future funding projections to find ways of deepening
collaborations and practices and using funding more effectively and diversely. This will help to
minimize impacts when faced with a budget crisis.

3. The Agency will find effective ways of designing relationships with community partners to meet the
requirements for mandated services, including co-location of identified services.

4. The Agency will explore opportunities to provide grant writing support to county departments,
smaller non-profits, and other community partners while considering the administrative capacity of
the Agency and the partners to do the monitoring and reporting for grant awards.

5. The Agency will explore opportunities to provide funding to community partners when beneficial to
the County, the community partner and, most importantly, the community.

6. The Agency will consider cross-training and job-sharing of managers and department heads so that
all staff members can have a better understanding of agency services and opportunities for
collaboration can be identified.

7. The Agency will assess its current administrative infrastructure capacity and make modifications to
meet future needs as the Agency shifts toward contracting for more services and workloads shift
from direct service provision to contract management and oversight.
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Marketing
The Strategic Issue
The Agency is most often defined in the community by the individual programs it
provides. Clients, community partners, and the general public are often unaware of the
array of services available from the Agency or the success stories of families the Agency
helps every day. Until the community has a better understanding of the Agency and a
stronger connection to it, there will continue to be a struggle in reaching families who
need services and in having the Agency be understood and valued by the community atlarge.
The Key Strategic Direction
The Agency will secure professional marketing consultation to help prepare and implement a
marketing plan.

Short and Long Term Implementing Objectives
The main elements of the marketing plan will include the following:
1. The Agency will assign a Marketing Committee to work with the consultant to oversee the
development and implementation of the plan and, specifically, to work with agency staff to weave
the plan’s concepts into county culture.
2. All program or department level marketing efforts will be developed and implemented in alignment
with the agency-wide and county-wide marketing plans.
3. The Agency will continuously assess the results and impact of its marketing plan and make
adjustments as needed.
4. The Agency will prepare for the potential impact of additional inquiries and applications in those
programs specifically marketed.
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