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A Message from the
Kent County Administrator’s Office

The employees of Kent County are committed to public service and value 
the importance of their work. Think about what they do on an annual basis: 

Immunize 12,000 children;
Dispatch 130,000 police and fire calls;
Recycle more than 14,000 tons of garbage;
Approve more than 300 adoptions;
Collect approximately $100,000,000 in child support;
Award nearly $1.179 million in victim restitution;
Conduct 2,500 property appraisals;
Process 25,000 voter registrations;
Perform 3,600 restaurant inspections.

To meet the needs of our residents, Kent County is committed to attracting 
and retaining a diverse, well-qualified workforce that is understanding and 
responsive to the changing needs of the community. 

To provide the best service, county leadership values the Performance 
Management (PM) program as a critical part of Workforce Development 
and Customer Service. This booklet highlights the successes of our 
employees. We look forward to serving you. 

KENT COUNTY MISSION STATEMENT

The mission of Kent County government is to be an effective 
and efficient steward in delivering quality services for our 
diverse community. Our priority is to provide mandated 
services, which may be enhanced and supplemented by 
additional services to improve the quality of life for all our 
citizens within the constraints of sound fiscal policy.



Kent County Performance Management Program:
   

•  Empowers department directors to more effectively advocate for resources in the budget process; 
•  Improves an agency's ability to tell its story in meaningful terms to customers and stakeholders; 
•  Improves a department’s ability to focus continually shrinking resources on highest priority work 
and key outcomes; 
•  Aligns a department’s data collecting and reporting with results; 
•  Improves a department’s employees' lines-of-sight to mission;
•  Fosters a department's ability to make decisions based on customer focused, outcome-oriented 
information;
•  Enables a department to clearly align budgets and work within its purpose and priorities.

Performance Management Program Summary
Mission Statement: To establish an effective system of performance management and 
measures to make informed strategic decisions and maintain accountability for Kent 
County resources.

Goal: To develop and administer a performance management system that enables 
departments to further the mission of Kent County. 

History: The Performance Management Program began in 1997 and has become 
an integral part of County operations. In March 2008, the Board of Commissioners 
approved an “Administrative Policy on Performance Measurements & Results” that 
requires County departments to establish performance measures, and report their 
measures annually to our Legislative and Human Resources Committee.   

The benefits of establishing a performance management program are: 

      1. To enhance the County’s decision-making ability;  
      2. To ensure that resources are utilized in an efficient and effective manner. 

The Performance Management Review Team (PMRT) works with departmental staff to 
review existing measures and suggest new measures for consideration.  It also maintains 
a Performance Management Handbook and Performance Management Database. These 
tools support the program by providing a consistent source of instruction and data for 
reporting and budget preparation.

Performance Management Review Team
2015 Members: Wayman Britt (Chair), Sonya Dean, Sherry Hall, Adam London, 

Craig Paull, Amy Rollston, Mary Swanson, Marvin VanNortwick, 
Matthew VanZetten, Steve Watson, and Michelle Young



Board of Commissioners and Administrator’s Office 
- Adopted a structurally balanced budget for the fifth consecutive year. 

- Long-term triple-A credit rating confirmed by Moody’s Investor Services and 
Standard & Poor’s for the 16th consecutive year.

- Voters approved the Senior Millage, increasing the rate from .33 mills to .50 mills.  

- Veterans’ Millage passed at .050 mills providing increased services to Veterans.   

ACCOMPLISHMENTS



AWARDS

    General Finance Officers 
Association (GFOA) Award for 

Excellence in Reporting 
(Fiscal Services)

GFOA Distinguished Budget 
Presentation Award 

(Fiscal Services)

Balchen/Post Award for “Outstanding 
Achievement in Airport Snow & Ice 

Control”
(Ford International Airport)

“Top Five Best Airports in the World” 
(by size)

(Ford International Airport)

Project Public Health Ready 
Award & Certification

(Kent County Health Department)

Ford Airport achieved an all-time 
high in passenger travel, with a 
total of 2,335,105 passengers; a 
4.34-percent increase over the 
previous year. 

The Health Department opened the new South 
Clinic in the former Kentwood Library. Health 
Department programs and dental/oral health 
care from Michigan Community Dental Clinics are 
provided under one roof. The three-year project 
received support from a generous philanthropic 
community and the City of Kentwood. Facilities 
Management, Information Technology, and clinic 
staff worked together to make the move. 

ACCOMPLISHMENTS

Kent County Animal Shelter recorded the most 
adoptions in one day, one month, and one year. 
BISSELL Pet Foundation grants covered adoption 
fees during several special events, including “Home 
for the Holidays” in November and December.



COMMUNITY IMPACT

The Community Development Department partnered with 
the City of Walker to install new sidewalks along the west 
side of Alpine Avenue near I-196. The new sidewalk will keep 
residents off this heavily traveled road and give them a safe 
passage to and from work. Community Development Block 
Grant funding covered the costs of construction.

Administrative staff lobbied for State House Bill 5507, 
which provides a one-time reimbursement for certain 
foster care services, and State Senate Bill 975, which 
caps the County’s future foster care expenses.

The Friend of the Court’s Referral for Employment Asset 
Development Cooperation and Hope (REACH) project is 
in its final year of funding from the federal government. 
Designed to increase non-custodial parent participation 
and cooperation, 54% of participants are employed, 
making payments, and trying to acquire assets to 
improve the lives of their children.

The Sheriff’s Office and Network180 (our Community Mental 
Health Authority) secured a $600,000 Correctional Facility/
Mental Health grant from the State, after it reduced its 
mental health general fund contribution.

The Parks Department completed 
two of four phases of construction of the Fred Meijer Pioneer 
Trail, linking the Musketawa Trail to the White Pine Trail. 

Parks also developed a permanent, off-road route for the 
Paul Henry Thornapple Trail between 68th and 76th Streets. 

Probate Court now conducts mental commitment hearings via video. Established by 
IT and Courthouse Facilities Management, personnel are in the courtroom while the 
patient, patient’s attorney, and doctor participate from the hospital. Developed for 
safety, the program saves nearly $6,000 per year in mileage expenses.



COMMUNITY IMPACT

Gerald R. Ford International Airport, Steelcase, and Experience 
Grand Rapids unveiled a Visitor Information Area at the airport. 
Staffed by friendly city ambassadors, visitors can relax and browse 
on the provided iPads or use an interactive walk-up screen. 

Year two of the Airport’s therapy dog program, “Gentle Fur in 
Action,” saw the program grow to seven teams (using nine dogs) 
that greet and calm passengers.

The Department of Public Works (DPW) Recycling 
and Education Center completed its fourth full 
year of operation, processing over 32,000 tons 
of recyclable materials, doubling the projected 
throughput.

DPW educated youth through a successful 2014 
Earth Day Challenge: 26 participating schools 
engaged 8,229 students, who collected an 
impressive 218,705 pounds of plastic grocery bags.

Kent County Health Department (KCHD) 
achieved national accreditation through 
the Public Health Accreditation Board. The 
process required two years of compiling 
documents, reviewing processes and 
identifying areas for improvement.

KCHD received “Model Practice” designation for 
the Interconception Care (IC) Program from the 
National Association of County and City Health 
Officers. This program coaches women who 
experienced a miscarriage, premature or low 
birth weight baby on how to position themselves 
for a healthy outcome in the next pregnancy. 

Since being in the IC program the 58 
subsequent births were, on average, healthier. 

Family 
Planning

Referrals In-Home 
Health Visits

Social 
Support

Dental 
Care

Health
Education

NICU
Admissions

Average 
Birth Weight

Average 
Gestational Age

Birth outcomes 
AFTER IC program

Birth outcomes 
BEFORE IC program

12.1%

6.1 lbs  

36.7 weeks

44.8%

3.9 lbs

31.6 weeks

IC Program Interventions

Previous Pregnancies Resulted In...
25 8 89.5%infant deaths 

or stillbirths
miscarriages after the fourth 
month of pregnancy

were pre-term and/or 
low birth weight

27% Smoked Cigarettes 

44% Mental Health Issues

74% Unplanned Pregnancies

76% Unmarried

74% Medicaid

51% had an
infection

27% had a 
chronic illness

Pregnancy risk factors before 
entering the IC program

13% Uninsured

46% African American/Black
19% Hispanic

29% White IC Clients
are between
pregnancies

Who’s in the Interconception Care (IC) Program?

Kent County
INTERCONCEPTION CARE

Program

Healthy babies start with healthy women

0      10      20      30      40      50      60      70      80      90      100                          
Percent IC clients

During Pregnancy

10% Domestic Violence

15% Used Marijuana

12% Used Alcohol

6% Other

51% had an 
infection

27% had a 
chronic illness 

2020

Since being in the IC program the 58 
subsequent births were, on average, healthier. 

Family 
Planning

Referrals In-Home 
Health Visits

Social 
Support

Dental 
Care

Health
Education

NICU
Admissions

Average 
Birth Weight

Average 
Gestational Age

Birth outcomes 
AFTER IC program

Birth outcomes 
BEFORE IC program

12.1%

6.1 lbs  

36.7 weeks

44.8%

3.9 lbs

31.6 weeks

IC Program Interventions

Previous Pregnancies Resulted In...
25 8 89.5%infant deaths 

or stillbirths
miscarriages after the fourth 
month of pregnancy

were pre-term and/or 
low birth weight

27% Smoked Cigarettes 

44% Mental Health Issues

74% Unplanned Pregnancies

76% Unmarried

74% Medicaid

51% had an
infection

27% had a 
chronic illness

Pregnancy risk factors before 
entering the IC program

13% Uninsured

46% African American/Black
19% Hispanic

29% White IC Clients
are between
pregnancies

Who’s in the Interconception Care (IC) Program?

Kent County
INTERCONCEPTION CARE

Program

Healthy babies start with healthy women

0      10      20      30      40      50      60      70      80      90      100                          
Percent IC clients

During Pregnancy

10% Domestic Violence

15% Used Marijuana

12% Used Alcohol

6% Other

51% had an 
infection

27% had a 
chronic illness 

2020



INNOVATIONS

Fleet Services, along with Purchasing, handled 
vehicle liquidation auctions to maximize 
auction proceeds. Automated fueling systems 
and upgrades to the fleet software program 
improved record keeping accuracy.

Fleet Services organized the parts storage area 
to reduce inventory and increase turnover.

Friend of the Court redirected efforts to reduce the 
number of calls coming into the office and call times. 
Average call time is faster: from 20 minutes in 2011, 
to five minutes in 2014. The department documented 
105,114 incoming calls for service.

The Juvenile Detention Facility utilized one of 
its units to house a residential treatment center. 
Judges have a local option for court-ordered, 
out-of-home placements for juveniles. This 
will provide a significant cost savings and allow 
probation officers to stay more involved in cases 
to achieve better outcomes.

63rd District Court now enters its own arrest and bench warrants into Law Enforcement 
Information Network (LEIN). The process is more efficient, accurate and timely. 

The public can now make credit card payments 
online to 63rd District Court, greatly reducing staff 
time needed to process credit card payments.



HR negotiated a new life insurance and short-term disability policy (resulting in annual 
savings of approximately $260,000) and avoided prescription drug cost increases by 
contracting a new vendor.

Risk Management refined an OnBase imaging 
system for claims storage and processing to 
eliminate work papers and duplicate work, 
while still having all the necessary information 
available. These changes have made the division 
more efficient.

The Purchasing Department automated 
and published a bid calendar to increase 
transparency. This innovative electronic system 
streamlines the procurement process and 
results in increased opportunity for businesses 
to compete for County business.

INNOVATIONS

The Department of Public Works received ISO 
14001 Environmental Management Systems re-
certification for South Kent Landfill, in recognition 
of maintaining an effective environmental 
management system.

The Human Resources (HR)  Department 
implemented the Neogov applicant tracking 
solution, improving effectiveness and efficiency in 
the County's recruiting and selection processes.

The Information Technology Department implemented 
a new wireless internet access system at Gerald R. Ford 
International Airport, improving the passenger experience 
while there.



The Purchasing Department sponsored a joint waste hauling bid with the cities of East 
Grand Rapids and Grandville, saving 71% and 56% respectively, and the County 15%. 
The effort has grown over 45% in the past year to 20 participating local agencies.

Parks constructed a new mountain biking trail network at Wahlfield Park started with 
all-volunteer labor contributed by the West Michigan Mountain Biking Alliance. 

Kent County Sheriff’s Department (KCSD) increased level of service in 
Plainfield Township, providing an additional sixteen hours of patrol 
coverage per day, and assigned a Community Policing Officer full-time.

KCSD signed a contract with the City of Cedar Springs to provide law 
enforcement services round-the-clock 365 days a year. Deputies work 
out of Cedar Springs City Offices.

The Equalization and Mapping Department (EMD) renewed contracts 
with the City of Grand Rapids Surveyor to act as a representative to 
the County Remonumentation Program. Collaborated with Grand 
Rapids on split services.

EMD is renewing its contract with Montcalm County for Equalization 
Director Services in 2015. 

COLLABORATIONS
The Parks Department worked with the 
Administrator’s Office and the Secchia Family Limited 
Partnership to finance $3 million of improvements 
to the Meadows at Millennium Park. This first-time 
public-private bond placement for the County could 
pave the way for other donations in a similar manner.

Parks redeveloped Ruehs Park with County funds, volunteer 
labor from GE Aviation, and financial support from the GE 
Foundation. 

Parks redeveloped natural-surfaced trails at Knapp Valley 
Forest with volunteer labor.

The Purchasing Department assisted Kent County agencies 
and surrounding counties in procurement collaboration initiatives, including reverse 
auction and BID/RFP bidding.  



Goals: 

1) To create a holistic and systemic approach to performance management through 
which County leaders utilize performance measurement to grow excellence in their 
operations. 

2) To create a leadership culture that leverages performance measurement to excite 
and motivate their staff to deliver outstanding quality services and communicate service 
excellence to Kent County constituents and key stakeholders.

 

 

 

Goals:  

1) To create a holistic and systemic approach to performance management through which County 
leaders utilize performance measurement to grow excellence in their operations.  

2) To create a leadership culture that leverages performance measurement to excite and motivate their 
staff to deliver outstanding quality services and communicate service excellence to Kent County 
constituents and key stakeholders. 

•Stable Revenues
•Efficient Use of Resources
•Safe Community
•Citizen Participation
•Proactive and Innovative Government
•High Quality of Life

Kent County
Vision 2020

Performance 
Excellence: 

Strategic Alignment
Delivering Results 

Efficient Use of 
Resources

Performance Managment 
Process: 

Develop SMART Goals
Execute Action Plans
Measure Outcomes

Evaluate Success

Performance Management: Improving performance that 
consistently aligns and supports the mission of Kent County 

and Vision 2020. 

 

Kent County Mission Statement 

The mission of Kent County government is to be an effective and efficient steward in delivering quality 
services for our diverse community. Our priority is to provide mandated services, which may be enhanced 
and supplemented by additional services to improve the quality of life for all our citizens within the 
constraints of sound fiscal policy. 

Performance Management: 
Improving performance that consistently aligns and supports the 

mission of Kent County and Vision 2020.



KENT COUNTY
Board of Commissioners and
Administrator’s Office
300 Monroe Avenue NW
Grand Rapids, MI 49503
616.632.7570

www.accessKent.com


