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STATE OF TENNESSEE 

DEPARTMENT OF FINANCE AND ADMINISTRATION 
STATE CAPITOL 

NASHVILLE, TENNESSEE 37243-0285 

DAVE GOETZ       
COMMISSIONER                              

iii 

September 1, 2005 
 
 
 
TO: The Honorable Phil Bredesen, Governor 

 
Members of the 104th General Assembly 

 
 
I am pleased to present to you the agency strategic plans for the Executive Branch cabinet 
agencies. The Administration continues to evaluate how we can effectively and efficiently 
deliver services to the people of Tennessee, two goals of the Governmental Accountability Act 
of 2002.   
 
The plans are agency plans, developed pursuant to the act.   
 
In accordance with the act, agencies are required to submit both a strategic plan and  program 
performance measures. These are published in two separate volumes, which comprise the 
Agency Strategic Plans document.  Volume 1 is Five-Year Strategic Plans, which addresses 
agency-wide goals.  Volume 2 is Program Performance Measures, which includes 
performance standards and measures for each program at the budgetary unit level.  These 
documents represent the commitment of the Administration to provide the General Assembly 
information which is useful in the budget process and agency oversight.  The Administration 
views the planning process as interactive between the Administration and the General Assembly.  
We will continue to review the planning methods to ensure a productive process. 
 
Nine agencies are fully operating under the Governmental Accountability Act.  They are the 
departments of Revenue, Environment and Conservation, Human Services, Safety, Finance and 
Administration, Economic and Community Development, Agriculture, Correction, and 
Transportation.  
 
The Administration believes that it is important for all cabinet agencies to participate in the 
strategic planning process;  so all cabinet-level agencies have submitted agency strategic plans,  
regardless of their performance-based budget status.   In addition, the Tennessee Higher 
Education Commission and the Tennessee Student Assistance Corporation have submitted plans 
for their own programs. 
     
 



 

 
 
The Budget Staff and I look forward to working with the Governor, members of the General 
Assembly, the Governmental Accountability Commission, and the state agencies as we continue 
to evaluate and improve our implementation of the Governmental Accountability Act.   
 
 
Sincerely, 
 
 
 
M.D. Goetz, Jr. 
Commissioner of Finance and Administration 
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State of Tennessee 

Agency Strategic Plans 
Document 

 
 
The Agency Strategic Plans document 

is presented in two volumes.   
Volume 1 is Five-Year Strategic 

Plans.  This includes an agency-wide plan, 
focused on the most important priorities of 
each agency head.  Each plan includes a 
general description of the agency, a mission 
statement, major goals, strategies for 
achieving each goal, and performance 
measures indicating a baseline for the 
previous year and progress toward achieving 
each goal over the next five-years.  The 
plans also include the following additional 
agency-wide information:  statutory and 
constitutional objectives; obstacles to 
meeting objectives and delivering services; 
means of overcoming obstacles; means of 
maximizing federal and other non-state 
sources of revenue; means of avoiding 
unnecessary costs and expenditures; and 

 
 

future challenges and opportunities.   
Volume 2 is Program Performance 

Measures.   That volume includes further 
information on each of the several hundred 
programs of the cabinet-level agencies.  For 
each program, defined as a budgetary unit 
identifiable in the budget document and the 
general appropriations act, the following 
program-specific information is provided:  
identification of mandated and optional 
services and the best means of providing 
them; program performance standards; 
program performance measures, indicating a 
baseline for the previous year and estimates 
for the current and next year; and means of 
addressing any change in services since the 
previous plan. 

Volumes 1 and 2 together contain all 
the information required by the 2002 
Governmental Accountability Act. 
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State of Tennessee 

The Strategic Planning Process 
 

In Tennessee State Government, 
agency strategic planning is a responsibility 
of program directors, agency planning and 
budget staffs, and agency heads throughout 
state government.  Pursuant to law, the 
agency strategic plans within the Executive 
Branch are developed under guidelines 
issued by the Commissioner of Finance and 
Administration. 

Preparation of the consolidated Agency 
Strategic Plans document for the Executive 
Branch is the responsibility of the 
Commissioner of Finance and 
Administration, who is the State Budget 
Director. 

Within the Department of Finance and 
Administration, the Division of Budget is 
responsible for oversight of agency strategic  
plan development.  Preparation, monitoring, 
and evaluation of strategic plans is a 
continual process throughout the year. 
 
Function Participants Schedule 
 
Preparation of Departments and Agencies April 
Strategic Plans Budget Division June 
   
 
Executive    Budget Division July 
Review  August 
   
 
Legislative General Assembly * September-May 
Review  
 
Strategic Plan Departments and Agencies  July-June 
Implementation   
 
Performance Departments and  Following Year 
Reporting       Agencies January-May 
 Commissioner of F&A  
 Governmental Accountability  
       Commission  
 Finance Committees  
 
Performance Comptroller of  the Following Year 
Review        Treasury July-June 
*Note:  The General Assembly has final approval of all 
strategic plans, performance measures, and standards through 
the general appropriations act. 

 
The preceding chart indicates the 
participants in the planning process and an 
approximate time schedule. 

 The strategic plans are agency plans, 
developed pursuant to law on a program-by-
program basis.  The law directs the 
Commissioner of Finance and 
Administration to consolidate the agency 
plans for transmittal jointly to the Governor 
and the General Assembly. 
 The Governmental Accountability Act 
of 2002 was enacted by Chapter 875 of the 
Public Acts of 2002 (codified at Tennessee 
Code Annotated, Title 9, Chapter 4, Part 56, 
and in some sections of budget law at Part 
51).  The Accountability Act requires the 
phase-in of strategic planning and 
performance-based budgeting.  The law 
required that at least three agencies be 
included in performance-based budgeting in 
fiscal year 2004-2005.  The Administration 
chose four agencies to start performance-
based budgeting as of July 1, 2004.  Those 
agencies are the departments of Revenue, 
Safety, Environment and Conservation, and 
Human Services. An additional five 
agencies  submitted  performance-based 
budgets for fiscal year  2005-2006.  Those 
five agencies are the departments of Finance 
and Administration, Economic and 
Community Development, Agriculture, 
Correction, and Transportation.  All 
Executive Branch agencies of state 
government must be operating under the 
performance-based budget format by fiscal 
year 2011-2012. 
 The Administration has required all 
cabinet-level agencies to submit strategic 
plans, regardless of their performance-based 
budget status.   
   
Contents of the Plans 
 The Governmental Accountability Act 
requires that agency strategic plans, 
accompanied by program performance 
standards and measures, contain at least the 
following information: 
 
1. statutory and constitutional objectives 

of the entity; 

vi 



The Strategic Planning Process 
 
2. identification of mandated and optional 

services and the means of providing 
them; 

3. obstacles to meeting objectives and 
delivering services and means of 
overcoming obstacles; 

4. means of maximizing federal and other 
non-state sources of revenue; 

5. means of avoiding unnecessary costs 
and expenditures; 

6. future challenges and opportunities. 
 
Preparation of the Plans 

In April, the staff of the Division of 
Budget issues guidelines to state agencies 
regarding the strategic planning process.  
These guidelines provide direction as to the 
content and format of strategic plans.  The 
guidelines are based on the requirements of 
the Governmental Accountability Act. 

The deadline for agency completion 
and transmission of the strategic plans to the 
Division of Budget is the first of July.  
During this preparation period, the staff of 
the Division of Budget meets as needed with 
agency planning and fiscal personnel to 
answer questions and provide assistance in 
developing their strategic plans.    

 
Executive Review of the Plans 

The Governmental Accountability Act 
directs the Commissioner of Finance and 
Administration to review, revise, and 
approve strategic plans and program 
performance standards and measures.  (State 
agencies are directed by the law to include 
these revised performance standards and 
measures in the subsequent budget request.)  

 After the receipt of agency strategic 
plans, analysts with the Division of Budget 
begin the process of reviewing the plans, 
paying particular attention to proposed 
standards and measures.  The Commissioner 
of Finance and Administration has the  
responsibility to evaluate the validity, 
reliability, and appropriateness of each 
performance measure and standard and how 
the strategic plan and the performance 
measures are used in management decision-
making and other agency processes. 

Following review of the plans by the 
Division of Budget, recommendations are 

made to the Commissioner of Finance and 
Administration regarding content, as well as 
performance standards and measures.  A 
consensus is sought with the agencies 
regarding performance standards and 
measures. After decisions have been 
finalized, the staff of the Division of Budget 
prepares the Agency Strategic Plans 
document for printing. The document must 
be submitted to the Governor and the 
General Assembly by September 1.  

 
Legislative Review 

The General Assembly has final 
approval of all strategic plans, performance 
measures, and standards through the general 
appropriations act.  

Beginning in fiscal year 2005-2006, the 
Commissioner of Finance and 
Administration must evaluate annually each 
performance-based agency’s compliance 
with its strategic plan and performance 
measures and report to the Finance, Ways 
and Means committees of the Senate and 
House of Representatives on this subject.  
The report is to be made at a time that will 
allow the finance committees to consider the 
performance report while they are 
considering the general appropriations bill. 

To further assist the General Assembly 
in review of agency performance, the 2002 
public act created the Governmental 
Accountability Commission.  It is comprised 
of officials who hold office by legislative 
appointment.  They are the Comptroller of 
the Treasury, who serves as chairman; the 
Executive Director of the Fiscal Review 
Committee, vice chairman; and the Director 
of the Office of Legislative Budget 
Analysis, who serves as secretary of the 
commission.   

Following the performance report by 
the Commissioner of Finance and 
Administration, the Governmental 
Accountability Commission is to review the 
commissioner’s report and submit to the 
finance committees its written comments on 
the commissioner’s report.   

 
The Accountability Commission also 

may make recommendations to the finance 
committees on the performance of agencies, 
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The Strategic Planning Process 
 
the reasonableness of performance standards 
and measures recommended in the budget 
document for the performance-based 
agencies, and on other strategic plan and 
program performance matters. 
 
Strategic Plan Execution 

When passage of the appropriations bill 
is complete and it is signed or enacted into 
law, the execution of agency strategic plans 
begins. 

Annually, at the time the enacted 
budget (called the “work program” in budget 
law) is established, agencies may request 
adjustments to the performance measures 
and standards, based on changes in the 
program appropriations during the 
enactment of the general appropriations act.  
These adjustments require the approval of 
the Commissioner of Finance and 
Administration, who must maintain the 
official record of adjustments and must 
report adjustments to the chairmen of the 
Senate and House Finance, Ways and Means 
committees.  The law provides that agencies 
themselves may not change the performance 
measures. 

During the fiscal year, modifications to 
program performance standards and 
measures are allowed if an agency is 
required to modify its operations because of: 
 
1. court action resulting in a restraining 

order, injunction, consent decree, or 
final judgement;  

2. law or executive order; 
3. additional federal or other funding. 
 
All adjustments to performance standards 
and measures during the year also are 
subject to approval of the Commissioner of 
Finance and Administration, who must 
report the changes to the chairmen of the 
House and Senate Finance, Ways and Means 
committees. 
  
 
 
Comptroller’s Performance Review 
  Aside from executive and legislative 
review of agency strategic plans and 
program performance, the 2002 public act 

provides that each state agency engaged in 
performance-based budgeting is subject to 
performance review of its activities by the 
Comptroller of the Treasury.  This provision 
grants discretion to the Comptroller to 
determine the matters to be reviewed, related 
to the manner in which the state agency is 
delivering services and achieving objectives.  
This performance review, according to the 
law, will at least include consideration of the 
efficient use of state and federal funds, 
additional non-state revenue or cost savings 
that could be achieved, and the extent to 
which strategic plan objectives are achieved. 
 
Connection of Plans and the Budget 

The Governmental Accountability Act 
of 2002 amended budget law to require that 
performance-based budgeting agencies 
include in budget requests the program 
performance standards and measures, as 
reviewed and revised by the Commissioner 
of Finance and Administration.  These 
standards and measures are the ones 
included in this Agency Strategic Plans 
document for the nine performance-based 
agencies.  After budget requests are 
submitted, the program performance 
measures, along with other strategic plan 
and budget request information, will assist 
staff of the Budget Division in analyzing 
agency budget requests.  

Budget law, as amended by the 2002 
Governmental Accountability Act, directs 
that certain other performance-based budget 
information be included in agency budget 
requests.  This includes identification of 
program clients, the purpose of each 
program or client benefits, program costs 
and funding sources, fee collections and the 
adequacy of fees to support the program, 
assessment of whether each program is 
conducive to performance-based budgeting,  

 
 

and assessment of the time needed to 
develop meaningful performance measures. 

In reviewing budget requests and 
transmitting the budget document to the 
General Assembly, the Governor, with 
assistance of the Commissioner of Finance 
and Administration, may revise, add, or 
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The Strategic Planning Process 
 
delete performance measures and standards 
as the Governor deems necessary.  The 
General Assembly retains authority for final 
approval of performance standards and 
measures through the general appropriations 
act. 

The amended budget law also requires 
that the budget document transmitted by the 
Governor to the General Assembly include a 
performance-based budget for each state 

agency subject to performance-based 
budgeting.  The performance-based budget 
must include program statements and 
performance measures. 

The various reviews described above -- 
executive, legislative, and performance audit 
-- will utilize both the strategic plan and 
performance budget information to assess 
program performance. 

Legislative intent to connect planning, 
budgeting, and accountability is evident in 
the 2002 Governmental Accountability Act.  
The General Assembly has stated in law that 
it intends to use this system in resource 
allocation decisions and program 
performance review. 
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Department of Finance and Administration 
 
 
The Department of Finance and Administration (F&A) helps facilitate the successful operation of 
state government by providing financial and administrative support services for all departments, 
while also acting as the chief corporate office. 
 

Mission Statement 
 
To provide financial and administrative services, in partnership with public and private agencies, 
that enhance state government’s ability to be a good steward of Tennesseans’ tax dollars. 
 

Goals 
 
1. By FY 2006, contracts will be in place for implementation of the first phase of an Enterprise 

Resource Planning (ERP) system.  Enterprise Resource Planning (ERP) is a suite of fully 
integrated software applications that are used to perform the state's administrative business 
processes such as financial management, procurement, personnel (human resources), and  
payroll. 

2. Limit TennCare appropriation to 26% of budgeted tax revenues estimated in the Department 
of Revenue collections. 

3. By FY 2008, increase the competitive selection of fee-for-service contractors from 38% 
(fiscal year 2002 baseline) to 75% of the total (reducing non-competitive selections from 62% 
to 25%). 

4. By FY 2007, 50% of program performance measures in the Budget Document for the official 
performance-based budget (PBB) agencies will be outcome measures.  Outcomes measure 
the benefit or impact of programs, rather than count inputs and outputs. 

5. By FY 2007, the current list of post-audit agencies will increase from 14 to 20.  Post-audit 
agencies have established internal control environments that ensure that they can properly 
classify and process transactions.  As a result, Division of Accounts performs a limited 
review of these agencies' transactions prior to processing. 

 
 
Goal 1 
 
By FY 2006, contracts will be in place for implementation of the first phase of an Enterprise 
Resource Planning (ERP) system. 
 
 
Strategies for Achieving Goal 1 
 
1. The ERP project manager will meet monthly with the ERP steering committee to provide 

project and financial updates.  The over-all project cost benefit analysis will be updated as 
necessary. 

2. A Request For Proposal (RFP) will be issued to procure ERP software and integration 
services. 
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Performance Measure 
 
1.  Consultant services contracts are in place by June 30, 2005; software and integration contract 
      in place by June 30, 2006. 
 

FY 2005 FY 2006 FY 2007 FY 2008 FY 2009 FY 2010 
Yes Yes Not Applicable Not Applicable Not Applicable Not Applicable 

 
 
Goal 2 
 
Limit TennCare appropriation to 26% of budgeted tax revenues estimated in the Department of 
Revenue collections. 
 
 
Strategies for Achieving Goal 2 
 
1.   Finalize details of concepts related to TennCare reform. 
2.   Secure federal approval and implement reforms. 
3.   Establish TennCare Advisory Commission to provide oversight and recommendations  
      on reaching goals. 
 
 
Performance Measure 
 
1. TennCare state appropriation as a percentage of budgeted state revenues estimated in  

Department of Revenue. 
 

FY 2005 FY 2006 FY 2007 FY 2008 FY 2009 FY 2010 
26% 26% 26% 26% 26% 26% 

 
 
Goal 3 
 
By FY 2008, increase the competitive selection of fee-for-service contractors from 38% (fiscal 
year 2002 baseline) to 75% of the total (reducing non-competitive selections from 62% to 25%). 
 
 
Strategies for Achieving Goal 3 
 
1. The Office of Contracts Review will send periodic reports to the F&A commissioner and 

each procuring agency head containing each agency’s percent of fee-for-service contracts 
procured competitively during the prior period. 

2. Coordinate with the Governor’s Office of Diversity Business Enterprise and implement 
changes to contract procurement processes that reduce barriers to vendor participation.  

3. Provide procuring agencies examples and training regarding the Alternative Competitive 
Procurement and Competitive Negotiations processes as alternatives to non-competitive 
procurement. 

  Department of Finance and Administration
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4. Continue and improve service procurement forecasting, which will help agencies identify 
early in the year when contracts will be coming to an end and when they need to begin 
starting the work on developing an RFP for expiring contracts. 

 
 
Performance Measure 
 
1.  By FY 2008, increase the competitive selection of fee-for-service contractors from 38% (fiscal 

year 2002 baseline) to 75% of the total (reducing non-competitive selections from 62% to 
25%). 

 
FY 2005 FY 2006 FY 2007 FY 2008 FY 2009 FY 2010 

66% 68% 72% 75% 75% 75% 
 
 
Goal 4 
 
By FY 2007, 50% of program performance measures in the Budget Document for the official 
performance-based budget (PBB) agencies will be outcome measures.  Outcomes measure the 
benefit or impact of programs, rather than count inputs and outputs. 
 
 
Strategies for Achieving Goal 4 
 
1. The Budget Office will continue analyzing existing and proposed performance measures. 

Where appropriate, the Budget Office will encourage agencies to substitute outcome 
measures for input and output measures. 

2. The Budget Office will conduct research on performance measurement in other state 
governments and organizations to help state agencies identify reasonable outcome measures. 

3. The Budget Office will meet several times per year with the designated performance-based 
budgeting agencies, both individually and in groups, to discuss issues arising in strategic 
planning and performance measurement.  Meetings will include a focus on development of 
program outcome measures; self-evaluation, both by the line agencies and the Budget Office; 
and critique by the other parties in the meetings. 

 
 
Performance Measures 
 
1.  Percentage of all PBB agency program measures classified as outcomes. 
 

FY 2005 FY 2006 FY 2007 FY 2008 FY 2009 FY 2010 
29% 43% 50% 50% 50% 50% 

 
 
Goal 5 
 
The current list of post audit agencies will increase from 13 to 20 by June 30, 2007. 

  Department of Finance and Administration
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Strategies for Achieving Goal 5 
 
1. Work with select agencies, providing feedback on their fiscal office performance and internal 

control structure, to enable them to move from pre-audit to post audit status. 
2. Update existing chapters and complete three or more chapters of the State of Tennessee 

Administrative Manual. 
3. Develop a curriculum and train fiscal officers and prospective fiscal officers. 
 
 
Performance Measures 
 
1.  Number of post-audit agencies. 
 

FY 2005 FY 2006 FY 2007 FY 2008 FY 2009 FY 2010 
13 18 20 20 20 20 

 
 
 

Additional Agency Information 
 

Statutory and Constitutional Objectives 
 
The general authority of the department is set out in Title 4, Chapter 3, Part 10, of Tennessee 
Code Annotated. 
 
Budget.  TCA 4-3-1006 refers to the budget powers of the department, including preparing and 
submitting a state budget document to the Governor and preparing forms for other departments to 
prepare budget estimates.  The department’s budget powers are further set forth in Title 9, 
Chapter 4, Part 51, of Tennessee Code Annotated.  These duties relate to the requirement of the 
Tennessee Constitution, Article II, Section 24 that the state maintain a balanced budget. 
 
Strategic Planning.  TCA, Title 9, Chapter 4, Part 56, sets forth the department’s duty to oversee 
the Executive Branch strategic planning process.  The department, annually, must review, 
approve, compile, and submit agency strategic plans to the Governor and General Assembly.  
Beginning in spring 2006, the department must issue an annual program performance report.  
 
Accounting.  TCA 4-3-1007 sets forth the department’s accounting powers, including 
maintaining a system of general accounts, auditing, approving bills and claims against state 
government, and setting forth procedures on accounting for state government.  
 
Real Property Administration.  TCA 4-3-1008 - 1009 authorizes the department to plan for 
housing departments, offices, and agencies of state government.  TCA 4-3-1012 addresses the 
energy management functions of the department.  The Commissioner of Finance and 
Administration is a member of the State Building Commission, which has jurisdiction over state 
construction projects and real estate transactions (TCA 4-15-101 - 107).  Personnel employed by 
the State Building Commission are attached to the department for administrative purposes (TCA 
4-3-1005).   
 

  Department of Finance and Administration
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Information Resources.  TCA 4-3-1004 references the centralized data processing functions of the 
department for state operations.  The Commissioner of Finance and Administration is a member 
of the Information Systems Council, which develops policies for the state’s information systems 
(TCA 4-3-5501 – 5502).  The department’s Office for Information Resources (OIR) serves as 
staff for the Information Systems Council and is also required to provide technical direction and 
assistance to state departments and agencies (TCA 4-3-5503).   
 
Insurance Administration.  The Commissioner of Finance and Administration is a member of the 
State Insurance Committee, Local Government Insurance Committee, and Local Education 
Insurance Committee (TCA 8-27-101, 8-27-207, and 8-27-301).  The Division of Insurance 
Administration provides staff for the state sponsored insurance plans.  
 
Contracts. The department is required to promulgate rules and regulations regulating the 
procurement of personal, professional, and consultant services by executive branch agencies, and 
the commissioner must approve such contracts (TCA 12-4-109 - 110).  
 
Health Planning.  The General Assembly in 2004 created the Division of State Health Planning in 
the Department of Finance and Administration.  Under TCA 68-11-1625, the division is 
responsible for the development of a statewide health plan to guide the health care programs 
administered or funded by the state through its departments, agencies, or programs. 
 
TennCare Investigations.  The General Assembly in 2004 created the Office of TennCare 
Inspector General in the Department of Finance and Administration.  Under TCA Title 71, 
Chapter 5, Part 25, the office is responsible for investigating and prosecuting fraud and abuse in 
the TennCare program.  
 

Obstacles to Meeting Objectives and Delivering Services and Means of Overcoming 
Obstacles 
 
Obstacle 1 – Recruitment and retention of quality staff is an obstacle.  The department has a large 
number of upper and mid-management staff eligible for retirement.  
 
Work with the Department of Personnel to develop viable succession planning techniques within 
the department  
 
Obstacle 2 – External entities, such as the legislature and the federal government, may impose 
changes in funding and regulations that impact operations. 
 
The department addresses these issues through the budget process as they arise. 
 
Means of Maximizing Federal and Other Non-State Sources of Revenue 
 
Monthly billings for services allow expenditures to be reflected in the program area that benefits 
and allows for the immediate draw down of federal or other funds. 
 
The Office of Criminal Justice Programs (OCJP) will continue to apply for appropriate 
discretionary and competitive grants from the federal government.   
 

  Department of Finance and Administration
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The Commission on National and Community Service leverages approximately 50 dollars in 
federal or other non-state revenue for every one dollar in state appropriations.  The commission 
monitors federal grant and private funding opportunities through trade publications and board 
member networks and applies for grants whenever possible. 
 
Means of Avoiding Unnecessary Costs and Expenditures 
 
The following activities occur to provide feedback on compliance with existing regulations, as 
well as to challenge the appropriateness of expenditures: 
 
Financial integrity review as required by law; 
Bi-annual audit by the Comptroller of the Treasury; 
Legislative review (budget hearings, Fiscal Review Committee hearings, and other committees); 
Post-audit of financial transactions by the Division of Accounts; 
An experienced, competent senior management staff; 
Internal audit; 
Peer, state, and industry comparisons of costs and rates. 
 
 
Future Challenges and Opportunities 
 
Most of the administrative activities of the department and the state operate on aging software 
applications (i.e. payroll, personnel, procurement, accounting, and insurance).  As the state 
explores long-term options and develops an implementation plan, the replacement of these 
systems will change the way business is done.  This will impact the department’s fiscal, 
personnel, and systems staffs in a dramatic way.  A flexible, committed workforce will ease the 
transition. 
 
Businesses, citizens, and other governments expect more state government services to be 
delivered online and on a 24-hour basis.  OIR security and infrastructure support resources are 
constrained by new complexities in maintaining systems and the network.  Networks are under 
increasing challenges from unwanted email (spam) and attacks on the infrastructure, requiring the 
state to show increased vigilance in protecting information technology (IT) resources.  Expert 
resources needed to design and maintain an IT infrastructure capable of meeting these challenges 
can be difficult to secure. 
 
Increasing healthcare costs for both programs and employees in a public sector environment will 
complicate the process of insuring employees. 
 
Quality lease facilities within the parameters of the competitive advertising system must be 
obtained.   
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Department of Personnel 
 
 
The Department of Personnel (DOP) designs and implements policies and practices in order to 
effectively manage the personnel needs of state government.  The department advises the 
Governor on human resource issues, assists in the development of agency Affirmative Action 
Plans, and administers the provisions of the Career Employee Act.  The department maintains the 
records of state employees as well as all applicants.  DOP also approves, coordinates, and 
conducts training and career development courses for all departments of state government.  
 
 

Mission Statement 
 
The Department of Personnel’s mission is to provide the departments and agencies of Tennessee 
state government with the most effective, efficient, customer-focused, human resource 
management systems possible. 
 
 

Goals 
 
1. By June 30, 2010, reduce the average job classification assessment processing time for 

training and experience (T&E) ratings to less than 20 workdays. 
2. By FY 2009, increase the number of employees who enroll in at least one Department of 

Personnel training course to 20% of the total population, in order to sustain a competitive 
advantage with a knowledgeable, highly skilled workforce. 

3. By June 30, 2007, improve communication on human resource issues, both internally and 
externally. 

 
 
Goal 1 
 
By June 30, 2010, reduce the average job classification assessment processing time for training 
and experience (T&E) ratings to less than 20 workdays. 
 
 
Strategies for Achieving Goal 1 
 
1. Refine the methodology for capturing the total length of time required to complete job 

classification assessments. 
2. Reduce the number of job classifications for which requests for assessments can be accepted 

and evaluated daily. 
3. Develop and implement web-based background inventories, with an automated scoring 

component, as an examination method to replace manually administered training and 
experience evaluations for selected job classes. 

4. Evaluate alternative methods for reducing processing time and minimizing the impact of 
future increases in job classification assessment volume. 
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Performance Measure 
 
1.  Average number of workdays required to complete an employment application.* 
 

FY 2005 FY 2006 FY 2007 FY 2008 FY 2009 FY 2010 
110** 90 70 50 30 15-20 

 
* The average number of positions being applied for is 3.4 per employment application. 
 
** Baseline data (FY 2005) is estimated. The projections for subsequent years are based on this estimate. 
The information will be revised following the further refinement of a valid data collection method that will 
accurately capture the total processing time from initial receipt through the final action step. 
 
 
Goal 2 
 
By FY 2009, increase the number of employees who enroll in at least one Department of 
Personnel training course to 20% of the total population in order to sustain a competitive 
advantage with a knowledgeable, highly skilled workforce. 
 
 
Strategies for Achieving Goal 2 
 
1. Implement phase 2 of the Leadership Development Initiative in the fall of 2005. 
2. Implement on-line learning opportunities. 
3. Increase the number of attendees and sessions of the Tennessee Administrative Support 

Conference and make this conference an annual event. 
4. Increase the number of regularly offered courses. 
5. Develop a marketing plan to make agency heads more informed about Department of 

Personnel course offerings and the value of the course offerings. 
 
 
Performance Measure 
 
1.  Percent of employees who enroll in at least one Department of Personnel training course. 
 

FY 2005 FY 2006 FY 2007 FY 2008 FY 2009 FY 2010 
14% 15% 17% 19% 20% 20% 

 
 
Goal 3 
 
By June 30, 2007, improve communication on human resource issues, both internally and 
externally. 
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Strategies for Achieving Goal 3 
 
1. Implement regular executive staff meetings within the Department of Personnel. 
2. Expand regular informational meetings with human resource staff beyond the annual Human 

Resource Conference. 
3. Research options for human resources audio conferencing, web conferencing, videotaping, 

and other methods for communicating with a wider network of state employees. 
4. Implement selected options making human resource information accessible to a wider range 

of state employees. 
 
 

Performance Measure 
 
1. Conduct a minimum of four informational meetings per year by fiscal year 2007. 

  
FY 2005 FY 2006 FY 2007 FY 2008 FY 2009 FY 2010 

2 3 4 Not 
Applicable 

Not 
Applicable 

Not 
Applicable 

 
 

Additional Agency Information 
 
 
Statutory and Constitutional Objectives 
 
TCA 8-30-202 establishes the commissioner’s office and duties and responsibilities defined. 
 
TCA 8-30-328 and 4-5-219, Secretary of State Rule 1360-4-1, and Rules of the Tennessee 
Department of Personnel (DOP Rules), Chapter, 1120–11.05(5) outline the duties of the Civil 
Service.  TCA 8-30-201 calls for a “personnel administration based on merit principles and 
scientific methods…to govern the appointment, promotion, transfer, layoff, removal, and 
discipline of employees, and other incidents of state employment.” 
 
The Tennessee Title VI Compliance Commission was created by Executive Order 34 to define 
and establish components, guidelines, and objectives of a comprehensive state policy to ensure 
and promote present and future compliance with Title VI of the Civil Rights Act of 1964. 
 
The department must provide statewide services in the arena of equal employment and Americans 
with Disabilities to all departments, agencies, boards, and commissions within state service (TCA 
3-13-101(a), TCA 4-3-17, TCA 4-21, TCA 16-3-502, TCA 8-30-202-205, Governor’s Executive 
Order No. 13, DOP Rules 1120-7, Title II of the Americans with Disabilities Act of 1990 (ADA), 
President’s Executive Order 11246, and all other federal and state discrimination laws and 
regulations).  Through TCA 8-30-202 - 205 and DOP Policy 1120-8, the department will make 
every effort to improve the quality of performance of state employees through training programs. 
 
To facilitate a nondiscriminatory means of developing and defining minimum qualifications, 
necessary special qualifications, and examination procedures for career service job classifications 
in accordance with both federal and state laws, the use of examinations for employment purposes 
was established.  Federal statute, the Tower Amendment, and section 703 (H) to the 1964 Civil 
Rights Act, specify the requirements of any professionally developed test. 

  Department of Personnel 
  11



 
Statutes prohibit discrimination based on race, color, religion, sex, national origin, age, or 
disability.  These include Title VII of the U.S. Civil Rights Act of 1964 (as amended in 1972 and 
1991 to cover state and local government), Titles I and II of the Americans with Disabilities Act 
of 1990, and the U.S. Age Discrimination in Employment Act of 1967.  In general, statutes 
require that adoption of “professional standards to develop and demonstrate that an employment 
requirement, such as a minimum qualification, a civil service examination, or other employment 
test, or a necessary special qualification, such as a physical agility test, is job related and 
consistent with business necessity.”  
 
TCA 8-30-302 mandates that examinations and/or evaluations based on education and experience 
be provided for the purpose of rank ordering career service applicants. 
 
Technical Services follows a multitude of TCA statutes to determine compliance in the areas of 
attendance and leave, longevity pay, civil service, and access to employee files.  It must also 
comply with the Family and Medical Leave Act (FMLA) and the Federal Regulations Fair Labor 
Standards Act (FLSA).  
 
Technical Services, in lieu of the commissioner, must “establish, administer, and execute a 
classification plan for the state service” (TCA 8-30-202(a)(6)(E)).  It must “recommend to the 
governor a compensation plan based on prevailing wages paid in the public and private sectors 
within the state for all positions in the state service” (TCA 8-30-202(a)(6)(F)). 
 
Other requirements include conducting investigations pertaining to personnel and salary rates and 
ranges (TCA 8-30-202(a)(6)(G)).  Surveys of rates of pay for persons performing graduate civil 
engineering functions in other southeastern states and federal agencies must be completed as well 
(TCA 8-30-202(a)(6)(H)). 
 
 
Obstacles to Meeting Objectives and Delivering Services and Means of Overcoming 
Obstacles 
 
Obstacle 1 – Employees may not always adequately understand the grievance/appeals process, 
such as required documentation, and procedures at the fifth level.  This slows the process. 
Employee Relations provides consultation and statute/rule-based  recommendations to the agency.  
However, the final decision regarding actions is at the discretion of the agency. 
 
During the grievance/appeals process, the Civil Service Commission communicates to all persons 
involved to determine the appropriate course of action.  Letters removing a property right of 
career employees are audited for appropriate fifth step grievance rights.   Employee Relations 
conducts training and provides consultation for agencies, enabling them to make decisions that 
are more effective and resolve problems in accordance with TCA.  By communicating with 
customers, opportunities for improvement are identified. 
 
Obstacle 2 – Due to the complexity of the Sick Leave Bank (SLB) application and verification 
processes, the success of this service is a shared responsibility between the member, the 
member’s Personnel Office, the medical provider, and the Department of Personnel.  In many 
instances, a member must rely on his/her Personnel Office to provide accurate information 
concerning an application for benefits.  It is then incumbent on the member to file a timely and 
complete application. 
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The member’s medical provider controls the quality and completeness of medical information 
submitted for a determination of eligibility.  Medical forms that are incomplete must be sent back 
to the medical provider and it may require numerous contacts by SLB staff to secure the 
necessary information.  Any delay in this multi-step process postpones determination and 
payment to an eligible member. 
 
Annual Training is provided to Sick Leave Bank Coordinators and other agency staff. 
 

Obstacle 3 – The Personnel Evaluation (PE) cycle involves multiple planning and counseling 
sessions between the reviewer, supervisor, and employee.  Each agency is responsible for the 
outcome(s) of this program.  The Department of Personnel provides mandatory training for all 
supervisors and additional counseling and training upon request to insure the performance 
management function is effective, successfully managed, and reported. 
 
Conducting the necessary training and consulting for agency staff enables more effective job 
planning, coaching, and evaluating performance in accordance with statutes and rules.  
 
Obstacle 4 – An obstacle that exists for the Career Ladder is coordinating the individual 
department’s submission of the required packages in a timely manner to insure timely payment. 
 
Maintaining contact with agency Career Ladder personnel ensures the required paperwork is 
submitted in accordance with guidelines. 
 
Obstacle 5  – TCA 4-27-101 - 105 does not include mandated timeframes for agencies to 
complete an evaluation of an employee suggestion. 
 
To expedite the employee suggestion process, periodic reminders are sent to agencies, asking 
them to complete suggestions and evaluations timely and accurately. 
 
Obstacle 6 – For the Tennessee Employees Charitable Campaign, coordination must occur 
between the Department of Personnel, the Secretary of State’s Division of Charitable Solicitation, 
the Department of Finance and Administration’s Payroll Division, approved charitable 
organizations, and all state agencies.   
 
The Charitable Campaign conducts the necessary training, shares information, and also 
communicates with agency coordinators and charitable organizations to identify opportunities for 
improvement. 
 
Obstacle 7 – For Training and Employee Development, reduced agency budgets will continue to 
impact the available training dollars for employees to continue to develop the knowledge and 
skills required to deliver government services.  Employees are learning new jobs and new ways of 
doing their existing jobs.  Employees’ knowledge and skills training needs will require new and 
different learning opportunities.  Some course material available to employees is outdated and 
often does not reflect current management methodologies and theories.  Technology constraints 
impede operational excellence within Employee Development.  On-line learning opportunities are 
limited, as are the tracking and reporting systems employed.  The department is working to find 
the means to continue and expand training initiatives in the current environment of limited 
resources. Finally, the lack of emphasis placed on training and professional development 
activities by state agencies, in their efforts to sustain a competitive advantage with a 
knowledgeable and highly skilled workforce, should be addressed. 
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Employee Development has reduced course costs to pass along savings to agencies, thereby 
easing their training burden.  This allows the agencies to stretch their training dollars and provide 
more learning opportunities to their employees.  The department plans to develop a marketing 
plan illustrating to agency heads the importance of employee participation in conjunction with the 
soon to be implemented Leadership Development Initiative Phase 2 and other course offerings, 
including web-based training opportunities.  The department will continue to meet the need of 
employees by keeping course offerings current. 
 
Obstacle 8  –  Inconsistency in state and federal laws and regulations continues to have an impact 
on the services provided by the EEO/ADA section of the ED/EEO division.  A continuing 
increase in demand for services and workload considerations and an inconsistency in available 
data and technology impede the division.  There is a lack of availability of Advisory Committee 
members and agency coordinators for EEO events. 
 
The EEO/ADA section continually monitors changing EEO/ADA laws, regulations, and court 
decisions, and makes recommendations to update policies and procedures to ensure timely 
compliance.  The section may increase the timeframes for planning and notices of EEO/AA/ADA 
events. 
 
Obstacle 9 – Due to recent changes in the federal regulatory process in identifying EEO 
categories, it was necessary to reclassify and change the EEO coding within the 3270 database.   
Each agency had to be retrained regarding the new codes and how they effect the completion of 
the annual Affirmative Action Plan.  This adjustment could cause a three to four week extension 
in fiscal year 2005-2006 timelines.  
 
Additional planning, work, and a short extension of the filing deadline (from October 15 to 
November 15) will insure all agencies are meeting the federal requirements in regard to the code 
changes that must be made to the Affirmative Action Plan. 
 
Obstacle 10 – Agency requests for establishment of new career service job classifications may 
require from two months to two years for completion.  Factors, such as the number of positions to 
be created or reallocated to new classifications, and the number of departments in which the job 
classifications will exist, can impact the length of time.  The extent of the job study and actual 
detailed information required is governed by the action requested by the agency, the current job 
information available, and the priority for the implementation of findings.    
 
Examinations conducts job studies based on a schedule established for estimating the number of 
hours required to complete the various elements of a typical training and evaluation guideline 
development study. 
 
Obstacles 11 – Increases in the number of applications received with requisite job classification 
assessments have severely strained the ability of Applicant Services to meet targeted processing 
timelines.  The number of applications received in fiscal year 2003-2004 increased by 65% over 
fiscal year 2002-2003, and by 93% over the previous five-year average (fiscal year 1999 through 
fiscal year 2003). The total number of applications received through March 2005 is 103,201 and 
the total number of separate job classification assessments performed is 124,939.  Based on 
current year to date totals, fiscal year 2004-2005 is projected to be approximately 49% higher 
than the previous fiscal year and approximately 141% higher than the five-year average for fiscal 
years 1998 through 2002. 
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Applicant Services (AS) has streamlined some of its business practices in an effort to manage the 
increased volume.  Additionally, AS must continue its efforts to reduce the number of job titles 
for which continuous examinations are administered, and to pursue with the Research and 
Examinations divisions, examination methods such as web-based “background questionnaires.” 
 
Obstacle 12 – When Technical Services works for extended periods of time without a full staff 
and/or faces an increase in the volume of work, production may be disadvantaged.   
 
Technical Services divides the workload among existing staff.  Since the transactions could affect 
employees’ pay, the remaining staff must continue to meet minimum standards.  Therefore, 
overtime may be necessary. 
 
Obstacle 13 – Implementation of new applicant assessment processes has been hampered by the 
lack of a web-based system to administer “background questionnaires” to applicants, as well as 
an insufficient number of computer terminals at field locations to meet the demand for computer-
administered tests. 
 
Obstacle 14 – The primary obstacle that can affect classification is the inability to control, or 
anticipate, the volume of requested services.  Major reorganizations within departments, requests 
for detailed classification studies, variance in salary policy from year to year, and increases in 
department requests for individual classification and compensation actions each year have an 
effect on performance measures.  Each type of service request requires a different level of 
analysis.  How quickly an agency responds to a request for additional information also affects the 
length of time needed for resolution.   With more than 41,000 positions in over 1,400 different 
career service job classification titles, it is extremely difficult for the department to meet the 
needs of all agencies on a timely basis.  Human resource management tends to operate in crisis 
mode, almost as an afterthought.  The ability of the Department of Personnel to respond to such 
crises is limited not only by staffing, but also by legal procedures and law. 
 
During periods when the volume of work is unusually high for Classification, prioritizing agency 
requests is the primary way to meet performance standards of quality.  During these times, the 
program may be unable to meet performance measures for timeliness.  Classification cannot 
control the level of activity requests, but can control the quality in terms of reliability and 
responsiveness to agency needs. 
 
 
Means of Maximizing Federal and Other Non-State Sources of Revenue 
 
Programs are funded entirely with state dollars and interdepartmental revenue, and receive no 
direct federal funding. 
 
 
Means of Avoiding Unnecessary Costs and Expenditures 
 
Management and staff are always reviewing processes and outcomes to determine better ways of 
maximizing resources and improving services to internal and external customers.  These reviews 
include the Comptroller’s bi-annual financial audits and performance audits required by TCA.  
 
Career Ladder is being phased out with no new members being added.  No specific end date has 
been established. 
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Annual training is provided for Sick Leave Bank Coordinators and other agency staff on the 
application and payroll processes. 
 
A Sick Leave Bank Application Tip Sheet is under development to assist members and Sick 
Leave Bank Coordinators with the application process. 
 
OmniForm replaced the old Position Classification Questionnaire form during fiscal year 2003-
2004, which will prove to be more cost effective. 
 
Examinations adhere to internal management procedures for monitoring of staff activities and 
maintain project standards and staff performance expectations associated with the conduct of job 
studies, examination development projects, and study documentation activities. 
 
The Examinations division maintains a documentation review checklist against which all 
documentation reports are compared to confirm completeness, and maintains procedures for 
program evaluation by external entities. 
 
A bimonthly meeting of Applicant Services, Examinations, Research, Employee Relations and 
Classification division managers is held to discuss internal and external divisional and 
departmental related issues.  A study evaluation questionnaire has been developed for agency 
subject matter experts to use prior to and following examination development studies.  An annual 
meeting with rating staff addresses guideline development and rating improvement opportunities. 
 
Applicant Services regularly monitors output data and follows internal operational procedures.  It 
also realigns staff resources to meet changing work requirements and regularly informs 
Examinations staff of guideline development issues. 
 
Technical Services, Research, and Classification management and staff review processes and 
outcomes to ensure maximization of resources and improve services, such as shifting staff 
assignments to react to fluctuations in individual agency requests for services and maintaining 
efficiencies when travel is necessary. 
 
 
Future Challenges and Opportunities 
 
The challenges to Executive Administration include changing technologies and keeping pace in 
an environment of budgetary constraints. 
 
There is an opportunity to include the underutilized talent of the state’s minority community in 
public policy planning.  The program will encourage compliance with the law and promote ethnic 
diversity as a quality of life asset to the appointed and elected leadership. 
 
Maintaining high quality services with significantly increased enrollment and requests for 
benefits in the Sick Leave Bank will be a challenge.  Guidelines and forms will be clarified and 
updated as needed to ensure the customer has a user-friendly process to use when applying to the 
SLB. 
 
The mandatory Performance Evaluation training course is being rewritten to utilize current 
technology. This new training course will provide supervisors and managers with a web-based 
learning format and useful application tools. In addition to a more learning friendly format, the 
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content will reflect a more comprehensive approach to facilitating the performance evaluation 
process. 
 
Maintaining or increasing employee participation in the Employee Suggestion Awards Program 
and implementing the interventions are future challenges. 
 
There is a need to review and upgrade the Automated Affirmative Action System.  Additionally, 
EEO/ADA will place a greater priority on bringing together the Governor’s Advisory Committee 
members and the agency coordinators to provide professional development opportunities and 
develop an increased awareness of policy updates and legal changes. 
 
Funding has been available for the development of the Leadership Development Initiative Phase 
2.  However, increased funding will be necessary in order to deliver training identified within the 
individual training plans of approximately 8,000+ supervisors and managers. In addition, 
communicating these changes to executives, managers, and supervisors will require a significant 
amount of time and resources as implementation occurs. 
 
The Examinations division must continue to take advantage of enhanced computer technology in 
both the development and administration of testing procedures.  The division must continue to 
develop more realistic means of evaluating applicant job performance capabilities and faster, 
more efficient means of administering such tests. 
 
The Classification/Compensation division will continue to monitor employee salary compression 
issues and develop and implement recommendations to address compression, subject to 
administration directives and available funding. 
 
Applicant Services must continue to work with the Examinations and Research divisions in the 
development of more efficient and effective means of assessing applicants.  Taking advantage of 
enhanced computer technology is essential to meeting future challenges. 
 
Applicant Services must continue to explore alternate means, such as web-based examinations, to 
increase the ability of the department to administer computer tests in remote locations.  
 
Research foresees litigation, employee/applicant expectations, agency expectations, and demands 
will continue to increase.  Innovations in assessment procedures over the past decade, coupled 
with new technologies, create the possibility for meeting these challenges even more effectively 
than today. 
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Department of General Services 
 

The Department of General Services is a central staff agency that provides a broad range of 
support goods and services to state departments and agencies.  These goods and services include: 
procurement of equipment, materials, and services; building management; motor vehicle and 
equipment management; surplus property utilization; printing and photographic services; postal 
services; food services; records management; and central stores.   
 
 

Mission Statement 
The mission of the Department of General Services is to provide central support services to all 
agencies and departments in state government in the most economic and efficient method.    
 
 

Goals 
 
1. Provide a clean, safe, secure, and efficient work environment for state government and its 

employees, clients, and visitors in all property under the jurisdiction of the Department of 
General Services. 

2. Assist state agencies and departments in cultivating procurement opportunities with minority, 
woman-owned, and small businesses by improving procurement policies and procedures to 
assure the equal and fair participation of diversity businesses.  Serve as a business assistance 
resource to small, minority, or woman-owned businesses that desire to contract and 
strengthen their expertise in navigating the procurement process. 

3. Ensure that all goods and services provided to state agencies and departments are cost 
competitive and comparable to private industry. 

 
 
Goal 1 
 
Provide a clean, safe, secure, and efficient work environment for state government and its 
employees, clients, and visitors in all property under the jurisdiction of the Department of General 
Services. 
 
 
Strategies for Achieving Goal 1 
 
1. Maintain a program of preventative and routine maintenance to ensure properties operate cost 

effectively over the life of the asset.    
2. Maintain a Health and Life Safety Program to regulate and monitor the work place 

environment to ensure American Society of Heating, Refrigeration, and Air-Conditioning 
Engineers (ASHRAE), Tennessee Occupational Safety and Health Act (TOSHA), and 
Environmental Protection Agency (EPA) standards are met.    

3. Maintain a program to ensure safety and security in all managed property utilizing the Office 
of  Homeland Security. 
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Performance Measure 
 
1.  Manage and maintain at or below Building Owners and Managers Association (BOMA) 
     standards. 
 

FY 2005 FY 2006 FY 2007 FY 2008 FY 2009 FY 2010 
$9.51 sq.ft. $10.08 sq.ft. $ 10.69 sq.ft. $11.33 sq.ft. $12.01 sq.ft. $12.71 sq.ft. 

 
 
Goal 2 
 
Assist state agencies and departments in cultivating procurement opportunities with minority, 
woman owned, and small businesses by improving procurement policies and procedures to assure 
the equal and fair participation of diversity businesses.  Serve as a business assistance resource to 
small, minority, or woman owned businesses that desire to contract and strengthen their expertise 
in navigating the procurement process. 
 
 
Strategies for Achieving Goal 2 
 
1. Increase the percentage of the dollar amount in business contracting and subcontracting 

awards to “ready, willing, and able” diversity businesses. 
 
 
Performance Measures 
 
1. Five percent of the total number of contracts awarded and five percent of the dollar value of 

the awarded contracts are to diversity businesses. 
 

FY 2005 FY 2006 FY 2007 FY 2008 FY 2009 FY 2010 
Not Available* Not Available* 5% 5% 5% 5% 
*Available in 2006-2007 Budget Request. 
 
2. Five percent of the total number of subcontracting opportunities and five percent of the dollar 

value of the subcontracting opportunities are to diversity businesses. 
 

FY 2005 FY 2006 FY 2007 FY 2008 FY 2009 FY 2010 
Not Available* Not Available* 5% 5% 5% 5% 
*Available in 2006-2007 Budget Request. 
 
 
Goal 3 
 
Ensure that all goods and services provided to state agencies and departments are cost 
competitive and comparable to private industry. 
 
Strategies for Achieving Goal 3 
 
1. Continue application of the “Work Smarter” program to insure that operations are cost 

effective. 
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2. Continue annual studies with the private sector to compare rates for comparable goods and 
services. 

 
 
Performance Measures 
 
1.  Percent of postal operation work done in-house versus through contract services. 
 

FY 2005 FY 2006 FY 2007 FY 2008 FY 2009 FY 2010 
15% Less 15% Less 15% Less 15% Less 15% Less 15% Less 

 
2.  Store and maintain records in Records Center versus contract services. 
 

FY 2005 FY 2006 FY 2007 FY 2008 FY 2009 FY 2010 
$8.60 cu.ft/ 
$14.00 cu.ft. 

$ 8.60 cu.ft./ 
$14.00 cu.ft. 

$ 8.60 cu.ft./ 
$14.00 cu.ft. 

$ 8.60 cu.ft./ 
$14.00 cu.ft. 

$ 8.60 cu.ft./ 
$14.00 cu.ft. 

$ 8.60 cu.ft./ 
$14.00 cu.ft. 

 
3.  Motor Vehicle Management cost to provide standard mid-size sedan versus private industry.  
 

FY 2005 FY 2006 FY 2007 FY 2008 FY 2009 FY 2010 
$24 day/ 
$61day 

$24 day/ 
$61day 

$24 day/ 
$61day 

$24 day/ 
$61day 

$24 day/ 
$61day 

$24 day/ 
$61day 

 
 

Additional Agency Information 
 
 
Statutory and Constitutional Objectives 
 
Tennessee Code Annotated (TCA) 4-3-1103 establishes the Department of General Services and 
requires that the commissioner coordinate and administer support services for state government.  
 
 
Obstacles to Meeting Objectives and Delivering Services and Means of Overcoming 
Obstacles 
 
Obstacle 1 - Staffing is an ongoing challenge faced by government entities.  Government cannot 
pay the salary levels private industry pays to attract the best and the brightest employees.  General 
Services is, therefore, confronted with staff that may not possess the skill sets needed to 
accomplish all service delivery tasks.     
 
The department will continue to work with the Department of Personnel to address compensation 
issues for skill classes that are difficult to fill or retain employees.   
 
Obstacle 2 - Limited funding impacts the efficiency of the department as replacement and 
upgrading of needed equipment may be delayed. 
 
By continuing to emphasize technology, the department may be able to offset some obstacles 
through better planning and management.  
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Means of Maximizing Federal and Other Non-State Sources of Revenue 
 
The department will explore new sources of funding through federal grants, cooperatives with 
local governments, and creative financing agreements to supplant the department’s needs to 
continue to provide quality support services to state government.  
 
 
Means of Avoiding Unnecessary Costs and Expenditures 
 
Regular reviews of operations shall increase the effective monitoring and managing of cost. 
 
Effective planning shall greatly control unnecessary costs.  
 
Utilization of appropriate approval processes and cooperative coordination of activities by the 
staff will greatly improve the accuracy and consistency of requests for charged services and 
commodities avoiding duplication and/or unnecessary production, establishing the framework for 
avoidance of needless expenditures. 
 
 
Future Challenges and Opportunities 
 
The requirements of coordinating an effective and efficient statewide delivery of business 
services, the continuous evolving of methods and procedures required to report, the improvement 
of available funding, staffing, and space, as well as the need to provide continuous training and 
awareness for all stakeholders, including but not limited to the Department of General Services, 
shall challenge the program to comply with its performance standards 
 
There are opportunities to improve current practice procedures and processes to improve service 
delivery. 
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Department of Veterans Affairs 
 
 
The Department of Veterans Affairs (TDVA) serves the state’s more than one-half million 
veterans and their estimated 1.5 million survivors and dependents through a statewide power-of-
attorney based claims processing system.  The Field and Claims staff are trained and accredited to 
work with the US Department of Veterans Affairs to maximize earned entitlements and services 
for veterans and their families.  The system is complex and constantly changing due to court 
decisions and legislative changes, and the expertise of claims staff make the system accessible for 
Tennessee’s veterans.  In addition, staff assists veterans and their families to obtain educational 
benefits, training, health and medical services, rehabilitation, housing, employment, and re-
employment. The department conducts a training and certification program for county-employed 
service officers that contribute to veterans receiving maximum earned entitlements. 
   
The department operates a state veterans cemetery in each grand division, with Tennessee having 
the third highest interment workload in the nation.  
 
 

Mission Statement 
 
To serve Tennessee's veterans and their families with dignity and compassion; to be the veterans' 
advocate by ensuring they receive quality care, support, entitlements, and the recognition earned 
in service to the nation; to enhance citizens’ awareness of the sacrifices that veterans have made. 
 
 

Goals 
 
1. By FY 2007, provide an advertising campaign via television and radio spots and expand 

Internet services.  
2. By FY 2009, achieve an 80% “satisfied” rating from the department’s customers.  Establish a 

customer relations program to evaluate the quality of services provided by TDVA.   
3. By FY 2009, the department will increase the percentage of field outreach service contacts by 

50%.  
4. By FY 2010, 100% of new headstones will be set within 30 days of receiving shipment 

(weather permitting). 
5. By FY 2010, 100% of the 10,000 headstones at the Memphis Cemetery will be reset and 

realigned. 
 
 
Goal 1 
 
By FY 2007, provide an advertising campaign via television and radio spots, and expand Internet 
services.  
 
Strategies for Achieving Goal 1 
 
1. By the end of fiscal year 2006, the department will initiate a media campaign to increase 

public awareness of the services provided by the department.  
2. Measure the number of media contacts made by the public information officer.   
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