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Introduction
In 2009, the Office of Business and Finance and its departments embarked on a series of strategic workshops. First, we
conducted a budget workshop to identify cost reduction opportunities and discuss their potential impact and benefits. Next, we
developed the mission and core values for the OBF. Finally, each department created individual strategic action plans with
missions, visions, and specific goals and objectives.
When we embarked on this journey we set before us the goal to ensure the strategic planning process would enable lasting
efficiencies and improvements in the way we provide services to the university and community. To that end, we conducted our
first annual strategy review on January 27, 2011. Over 40 department heads and managers participated as we celebrated our
accomplishments and examined this year’s priorities.
This report contains the details of our accomplishments and reflects the large number of efficiencies and technological
improvements. In addition, customer focus - a theme reflected in our missions and visions - was enhanced further.
We will follow this first annual strategy review with a series of departmental budget workshops to prepare for the challenges of
upcoming fiscal years. While we dramatically increased our efficiencies, we will collectively sharpen the saw and prepare
proactively for additional belt-tightening. The budget workshops will be a deliberate and strategic process that will allow us to
examine and prioritize expenditures with minimal impact on customer service.
We encourage the readers of this report to inspect our accomplishments and priorities for themselves. We welcome your
feedback and suggestions of how we can serve you better.
Warmest regards,

Lowell P. Rinker
Vice President for Business and Finance & CFO
and Treasurer for the Board of Trustees
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Departmental Reports
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and Grants and Contracts, Funds and Endowment Management

Mission

Vision

Our mission is to provide fiscal management and customer

Our vision is to become the hub of resources and financial

support so that all members of the campus community can

services by expanding online services, training, and

accomplish their goals while maintaining compliance in an

reporting capabilities to all members of the campus

effective and cost-efficient manner.

community.

Strategic Goals

2010 Accomplishments

1. Our customers complete their
financial work more efficiently
and effectively.

•

Automated collection move process.

•

•

Development of a Budget/Reporting tool for
Grant reporting.

Review tuition invoices and monthly
statement process and forms.

•

•

Provided group and individual training on
grant and accounting related topics.

Implement the Budget/Reporting tool to
colleges and departments.

•

Continue to provide training.

•

Provided reports on awards, expenditures,
and other financial reports on web site.

•

Continue to provide reports and add
additional reports.

•

Meetings with supervisor bi-weekly –
discuss issues and initiatives.

•

Continue to meet with supervisors and staff.

•

Continue to participate in training series.

•

Participated in the HR training series.

•

•

Electronic workflow for HR forms.

Due to lack of resources the workflow
project for HR forms is on hold

•

Meet with staff on a scheduled basis.

•

•

Rolled out employee self service.

Continue to review access to information on
and off campus. On line, self service, etc.

•

Expanded workflow initiatives.

•

•

Implementation of school of medicine
payroll system.

Decentralize processes where possible.
(Cashiering upgrade.)

•

Transition to new endowment system

•

Expanded financial and other reporting for
component units.

•

Enhanced GLOW with security updates and
additional functionality.

•

Transition from NCB to PNC to ensure no
disruption to users/customers.

2011 Priorities
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and Grants and Contracts, Funds and Endowment Management

Strategic Goals

2010 Accomplishments

2. Free up University resources by
reducing costs and improving
efficiencies.

•

Moved to third party processor to reduce
credit card fees and PCI compliance costs.

•

Move the TouchNet system to a remotely
hosted environment, scheduled for 2/10/11

•

Return to Title IV process inherited from
Student Financial aid and updated
processes/all calculations done on line.

•

Automate running of reports.

•

Developing new and improved reports for
various departments and colleges

•

Payroll debit cards.

•

Review current 1098T process

•

3. Our resources support superior
customer service and efficient
operations.

Improved bill back for grants with student
refund process resulting in University
savings.

2011 Priorities

•

Improved escheating process for payroll and
student checks. Saves escheatment to the
State of Michigan and helps students.

•

Departments have scanned documents for
quicker and more user friendly access

•

Machines set to automatically download
security updates.

•

Diversify investment portfolio

•

Added training/information updates to
business managers group.

•

Continue to develop reports for various
departments and colleges.

•

Conducted technology needs within our
departments and updated
computers/systems where necessary.

•

Working with Bank to develop work groups
of users for accessing on line reports.

•

•

Improved accounting/information and
updates to business manager groups.

Investigate usage of Trouble ticket system
for technical or other service requests and
support.

•

Consider more ongoing communication or
newsletter formats.

•

Continue to look at opportunities at
Business managers meetings for training
and update opportunities.
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and Grants and Contracts, Funds and Endowment Management

Key Performance Data
Category

Key Metrics

2010 Results/Trends

Customer
Perspective

Survey to receive feedback on the current GLOW data
for monitoring grants.

•

Results of the survey on the use of GLOW for grant
accounting resulted in need for additional reporting
capability for monitoring grants.

Customer satisfaction

•

Self service employees have been great for those
employees who have used it. Between word of
mouth and communications, this trend should
increase.

•

Return to Title IV is has a quicker turnaround for
the departments involved in the students
impacted.

•

Departments are happy with additional reports
they are receiving from accounting to save time
where they have a significant amount of
departments.

Department processors’ reaction

•

They have accepted workflow and like it. Very
good reviews.

Any labor savings

•

Employee self service has reduced transactions
that employees had to do in the past.

•

Other improvements have significantly reduced
staff time. (Elimination of credit cards and PCI
compliance efforts, reduced labor to do Title IV,
department reports improved, less labor for glow,
etc.)

•

With both the employees self service and workflow
transactions are processed within 24 hours vs. day
and weeks.

•

Efficiencies and customer satisfaction noted above
includes operating more timely.

Operational
Perspective

Were things done more timely?
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Mission

Vision

As WMU’s self-supporting business units, Auxiliary

By continuously adapting within a changing environment,

Enterprises enriches the professional and personal lives of

Auxiliary Enterprises will remain the resource of choice

our university, local, and global communities by providing

linking Western Michigan University, our community and our

cost-effective, innovative, creative services and venues

global partners.

which enhance learning, health, recreation and sustainability

Goal #1: Western Michigan University leverages Auxiliary Enterprises to accomplish its mission and goals. Details (page 3) will
be reported after goals 2 and 3.

Overall Strategic Goals

2010 Accomplishments

2. Shared communication and
decision-making is based on our
mission

•

Conducted a number of AE leadership
meetings.

•

Set AE leadership meetings to 4 times a
year.

•

Street team was created to assess various
aspects of AE services and goods provided.

•

Continue developing customer satisfaction
surveys and collect them in all areas.

•

Customer service committee was tasked
with developing customized customer
service for the various AE areas.

•

Customer service customization is
completed and training methods and
schedules are devised.

•

A number of AE departments developed and
implemented strategic plans.

•

Develop strategic plans for all departments,
review and update existing plans.

•

Miller Auditorium eliminated part-time day
labor saving $20,000 per year, monitored
other costs closely, used e-mail for
communication and marketing and reduced
costs.

•

Miller Auditorium will continue to recruit
new sponsors, partner with others to reduce
costs and review all costs.

•

West Hills will continue to improve
productivity ratios and improve cash flows.

•

Resurrect Printing Pilot Plant business and
continue to grow toll manufacturing at the
Coater and Paper Pilot Plants.

•

WMU Bookstore will review costs and make
adjustments as the market changes

3. Manage resources as effectively
as possible across departments

•

West Hills reduced payroll cost ratios by
2.5% and grew their programs by 5% and
improved cash flow by 68%.

•

Fetzer used e-mail for communication and
Marketing and reduced costs.

2011 Priorities
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Overall Strategic Goals

2010 Accomplishments
•

Pilot Plants were restructured, staff cross
trained and two positions eliminated
resulting in increased efficiencies and
reduced costs.

•

West Hills and Lawson/Gabel joined in their
marketing pieces – shared brochure and
cross marketed.

•

Application Development software increased
efficiencies for AE and other departments.

•

Number of servers were reduced resulting
in cost savings.

2011 Priorities
•

Fetzer will continue to use e-mail for
communication and Marketing to continue
streamlining processes and contain costs.

•

Lawson/Gabel will continue to use e-mail for
communication and Marketing in order to
reduce costs.

•

AE departments will continue to explore
possibilities of shared resources.

•

More servers will be taken out of service
resulting in cost savings.

•

Grant TES application will reduce costs and
increase efficiencies university wide.

Key Performance Data – Customer Perspective
Key Metrics
•

AE street team surveyed all of AE
areas on their customer service
and reported back results.

2010 Results/Trends
•

Overall results were excellent or very good. A few improvement needs were identified.

•

Customer service committee consisting of representatives from all AE departments will create
and customize customer service training targeted specifically for their area.

•

AE departments will continue to keep up on the latest trends in their areas, customer needs
and continue to adapt to an ever changing environment.
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Goal #1: Western Michigan University leverages Auxiliary Enterprises to accomplish its
mission and goals.
Miller Auditorium
2010 Accomplishments

2011 Priorities

•

Acquired PNC Bank as a sponsor for the Broadway Series.

•

•

Miller Auditorium brought over 50,000 people to Western
Michigan University’s campus to see Wicked.

Focus on sponsorships, development and public relations to help
develop a new funding model for Miller.

•

Continue to provide outstanding programming to engage WMU
students and the community.

•

Continue to work with local educational partners to offer
programs and educational opportunities for students and use
these events as a recruitment tool for WMU.

•

Collaborate on at least two shows with the College of Fine Arts
to showcase WMU students and give them professional
experience.

•

•

Miller Auditorium partnered with public school systems to bring
thousands of students to the WMU campus to attend
performances throughout the year.
Collaborated with the WMU School of Music to present Kurt
Elling with the WMU Jazz orchestra and Gold Company.

West Hills Athletic Club
2010 Accomplishments

2011 Priorities

•

West Hills provided and managed a quality facility for WMU
men’s and women’s tennis teams.

•

West Hills will provide and expand programming for WMU’s
students and increase the use of student help.

•

West Hills provided employment to a significant # of students
year round.

•

Make West Hills part of student orientation process.

•

•

West Hills expanded programming offerings that enhances
employee and community member’s health, wellness, recreation
and social needs.

West Hills will continue to expand and provide relevant and upto-date programs that meet member and community needs.
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WMU Bookstore
2010 Accomplishments

2011 Priorities

•

WMU Bookstore introduced rental books in the Fall semester to
help reduce the cost of books.

•

WMU Bookstore will continue to work with faculty on pursuing
ebooks in order to reduce the cost of books.

•

WMU Bookstore continued to expand beyond traditional
bookstore products and services and brought in computer repair
for one stop service on electronics – from purchase to repair, a
plus for all customers.

•

WMU Bookstore will expand markets to ensure that as many
students as possible can take advantage of educational pricing.

•

WMU Bookstore will optimize their location by increasing access
and visibility through better outdoor signage and enhanced
information during orientation

•

WMU Bookstore will optimize resources through improved use of
space, staff development plan and a better internal
management information system.

•

WMU Bookstore began optimizing their website so that is
competes with other like web site through offering online
graduation announcements, rental books, e-Club and a
Facebook page.

Pilot Plants
2010 Accomplishments

2011 Priorities

•

Pilot Plants provided students the unique opportunity to work in
all Pilot Plants – Paper, Recycle, Coating and Print.

•

•

Recycle Pilot Plant was resurrected to be 100% functional
making it the only pilot de-ink plant in the US and one of only
two in the Western hemisphere.

Pilot Plants will continue to interact with academics to facilitate
research and provide students unique employment
opportunities.

•

Pilot Plants will continue to grow toll manufacturing at the
Coating and Paper Pilot Plants.

•

Pilot Plants will resurrect Printing Pilot Plant business to be a
major revenue generator

•

Pilot Plants have cornered the US market on certification for wax
replacement coatings and created the only fiber based
recyclability certification testing in North America with growing
international acceptance.
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Lawson/Gabel
2010 Accomplishments

2011 Priorities

Lawson/Gabel collaborated with Orientation leadership and First
Yr Experience to enhance student’s college experiences.

•

Lawson/Gabel will continue to bring local student teams and
groups into the facilities.

•

Lawson/Gabel hired many students in numerous capacities

•

•

Lawson/Gabel provided and managed a quality facility and ice
for the WMU men’s hockey team.

Lawson/Gabel will work on expanding WMU student use of the
facility.

•

Lawson/Gabel will continue their extensive customer service
training and CPR/AED training in order to keep customers
satisfied and safe in the facilities.

•

•

Lawson/Gabel customers included an extensive list of university
organizations and community members.

Fetzer Center
2010 Accomplishments
•

•

Fetzer Center added new events – i.e. Mother’s day brunch,
Christmas luncheons, Friday weddings, 3 bridal show and open
house and provided employment to many students.

2011 Priorities
•

Fetzer will start and host its own events.

•

Fetzer Center will continue to provide student employment
opportunities in a number of business capacities.

Fetzer hired a part time sales manager, booked long term
contract, updated websites and marketing materials and hired
replacement staff.

Application Development
2010 Accomplishments

2011 Priorities

•

Application Development rolled out mobile and GPS Bronco
Transit applications.

•

Application Development will develop application that will
expedite online textbook selection and reduce costs to students.

•

Application Development completed numerous applications that
assist in AE businesses operating more efficiently.

•

Application Development will roll out the Grant TES application.
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Marketing
2010 Accomplishments
•

Marketing department is completing an AE informational
brochure for distribution to various administrators.

•

Marketing department provided marketing and creative support
services to AE departments and OBF.

2011 Priorities
•

Marketing will develop short clip videos on each AE department.

•

Marketing will continue to support and assist AE department
marketing and advertising efforts as well as, web site
development and maintenance.

•

AE will conduct informational sessions for various WMU leaders
to demonstrate AE values to students and campus.

Computer Support
2010 Accomplishments

2011 Priorities

•

Computer support ensured that AE system were secure and
compliant with various regulations and mandates (incl. PCI).

•

Computer support to continue providing secure and PCI
compliant systems that meet new security standards.

•

Configured virtual environment, connected SAN to Novell server,
reduced the number of servers, maintained AE workstations
with the result being increased functionality and efficiencies
while reducing costs.

•

Computer support will migrate environment off of Novell and
onto Active Directory including AE Marketing.

•

Computer support will continue to reduce the number of servers
used and thus reduce cost.

•

Computer support will continue to improve relationships with
OIT and AE department heads and users.

•

Computer support trained; supported Webmail Plus migration.

•

Computer support improved relationships with OIT and AE
department heads and users.

Vending and The Oaklands
2010 Accomplishments
•

Developed good relationship with vendors and customers and
brought two new vendors on campus – Redbox and Vending bin.

•

Reduced service complaints by proactively defusing problems
quickly.

•

Oaklands’ revenue increased by 20% and expanded customer
base.

2011 Priorities
•

Increase Oaklands and vending revenue by 10%.

•

Increase the number of energy efficient vending machines on
campus.
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Mission

Vision

The mission of Business Services is to care for the University

Support the University in all of its endeavors by expanding

through effective risk and contract management.

our services beyond traditional risk management.

Strategic Goals

2010 Accomplishments

1. All Faculty, Staff, and Students
practice Risk Mgmt and loss
avoidance

•

Update Alcohol Policy, IC forms, Cyber Risk
Symposium, 2nd City Diversity Training,
Business Continuity Planning Seminar…

•

Reach out more to students

2. Identify and Mitigate emerging
risks.

•

Risk Assessment of Paper Tech Foundation
and WMURF. Cyber Risk Ins Policy. Crisis
Communication Coverage.

•

Use Aon for more Risk Assessments.

3. Revenue Stream Development

•

Flag Pole lease, Old Cole Gilmore leases.
Also Sprau Tower leases.

•

Leverage more revenue wherever possible.

2011 Priorities
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Mission

Vision

The Office of Community Outreach enhances the connection

The vision of the Office of Community Outreach is to adapt

between Western Michigan University with the Greater

continually to meet the changing needs of the University and

Kalamazoo Community in a mutually beneficial partnership in

its community partners and to increase WMU’s role as a

the areas of scholarship, research, service, and economic

critical resource.

development.

Strategic Goals

2010 Accomplishments

1. Enhance utilization of BTR
Park

•

Added four new companies to BTR Park

•

•

Completed a BTR student impact study
(including # of internships; graduate
working in park; # of companies founded by
WMU graduates)

Continue to recruit companies to the BTR
Park

•

Work with Oshtemo township on
development of zoning for Colony Farm as a
BTR extension

2. Advance other WMU projects

2011 Priorities

•

Introduced expansion of BTR Park to Colony
Farm Orchard Property

•

Helped complete East Campus RFP for
redevelopment

•

Review East Campus proposals and decide
on projects

•

Helped form the Arcadia Commons West
Joint Higher Ed Subcommittee

•

Market ACW concept to the community

•

Support the work of the founding dean of
the School of Medicine

•

Take on additional roles with Kalamazoo
Regional Chamber of Commerce

•

Formed the medical school communications
committee

•

Facilitated an agreement between DKI and
the City of Kalamazoo regarding budget

•

Continued leadership role in Kalamazoo
Regional Chamber of Commerce
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Strategic Goals

2010 Accomplishments

3.

•

Increased role of administrative assistant

•

Continued voluntary 2.5% overall budget
reduction

Improve OCO operations

2011 Priorities
•

Enhance outreach effectiveness through
efficient communications with internal and
external partners

•

Increase funding from sources outside of
WMU general fund

•

Manage workload more efficiently

•

Donna to proactively review calendars 1 -2
weeks in advance to insure accuracy

Key Performance Data
Category

Key Metrics

Customer Perspective

•

# of new companies and jobs in the BTR
Park

•

# of BTR Park graduates (e.g., from
Southwest Michigan Innovation Center)

•

# of East Campus projects

•

Arcadia Campus West becomes reality

•

Medical School launched and growing

Operational Perspective

•

2010 Results/Trends
What companies were outreached to for
internships and what was the outcome for those
companies

Medical School launched – goal achieved

o

# of students

2011/12 to early for metrics

o

$ of research funding

Metrics to include # of internships that move to
full time jobs

Budget efficiencies
o

LDFA

% of total expenses covered by nonWMU G.F. funds
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Facilities Management

Facilities Management Department

Mission

Vision

We will be known for:
•

Excellent service to the University community

•

Excellence in stewardship of the campus environment

•

Professional and effective communication

•

High standards for professional and personal accountability

•

Practicing sustainable development and management of
campus resources

Our vision is to be an exemplary higher education facilities
management organization.

16

Facilities Management

Office of Business and Finance – 2011 Strategy Review

PLANNING DIVISION
It is our vision to be forward thinking partners in the future development of the physical campus, exploring bold solutions and dynamic approaches to
implement the university’s mission and goals while balancing the interests of the various members of the university community.

PLANNING
2010 Accomplishments

Strategic Goals

2011 Priorities

1. Ensure that projects adhere to the
principles and Fundamental Concepts
of the Campus Master Plan

•

All current building projects in planning or
construction follow the Master Plan

•

Ensure that upcoming nonuniversity projects do not preclude
future implementation of the
Master Plan

2. Educate the university community on
planning principles, standard practices,
and university guidelines, such as space
utilization and sustainable design and
construction

•

Held several open sessions for the university
community’s education and to gather input on
projects, including the Master Plan and the
Sangren site project

•

Continue to find methods of
educating the university community

Key Performance Data
Category

Key Metrics

2010 Results/Trends

Customer
Perspective

• Response to survey

• Nearly 300 responses

• Complete project planning and design

• Sangren site, Archives, Soccer field, Tennis restrooms &
concessions, Campus Apartments
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PROJECTS AND CONSTRUCTION DIVISION
It is our vision to design and deliver superior projects through creative problem solving, knowledge, expertise and effective project management.

Strategic Goals

2010 Accomplishments

2011 Priorities

4.

Deliver Sangren hall construction
documents within budget and start
construction

•

Sangren Hall construction documents are complete,
construction has begun and bidding is 95% complete
and within budget

•

Sangren construction to continue within
budget – MEP rough-in complete and
Building Envelope complete

5.

Deliver Apartment Housing
construction documents within
budget and start construction

•

Apartment Housing construction documents are
complete, construction has begun and within budget

•

Apartment Housing to be completed August
2011 within budget

Key Performance Data
Category

Key Metrics

2010 Results/Trends

Customer
Perspective

• Response to survey

• Nearly 300 responses

• Complete project planning and design

• Sangren site, Archives, Soccer field, Tennis restrooms &
concessions, Campus Apartments
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ENGINEERING DIVISION
It is our vision to build facility excellence through innovation, state of the art technical support, expertise, and collaboration.

Strategic Goals

2010 Accomplishments

2011 Priorities

1.

Provide technical support for campus
maintenance trades, facilities outside design
professionals on renovation and capital
construction projects

•

Advised , administered and engineered over 50 projects
across campus and provided daily technical support to
over 60 trades with on -going challenges.

•

Continue to provide engineered solution that is
cost effective, low life cycle cost and sustainable
and maintainable.

2.

Review and administer energy efficient
projects that will reduce campus energy
consumption

•

Implemented 12 energy conservation projects under 5
year ROI, 2011 winter closure setback with over $500k in
cost avoidance , revised campus wide temperature policy
with cost avoidance of about $200k

•

To perform a campus wide energy audit that will
prioritize energy reduction projects by return on
investment and capital investment cost by
building

Key Performance Data
Category

Key Metrics

2010 Results/Trends

Customer
Perspective

• Sharing utilities consumption for each building using the facilities
management webpage.

• Completed implementation of Utility Dashboard that is accessible
to the campus community indicating monthly and yearly energy
consumption by building and by utility

Operational
Perspective

• Provide transparency for customers to review status of projects,
weekly updates and budget status

• Utilized project dashboard for project manager to update that is
accessible to customers to review activities and budget status.

• Completing projects within 1 calendar year of assignment and
within 5% of project budget

• 70% of projects were completed within 1 year, 90% of projects
were on budget or under

• Completing and educating newly revised naming convention and
transfer of hard copy and project documentation such as
submittals, as builts, warranty and specification towards e- format
within facilities document system

• Completed education of naming convention by providing hands
on training and quick reference guide to all within Facilities
• Completed transfer of over 30,000 files with new naming
convention
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Facilities Management

OPERATIONS DIVISION
It is our vision to exceed our customer’s expectations through responsive, caring, and fiscally responsible service.

RECYCLING UNIT
2010 Accomplishments

Strategic Goals

2011 Priorities

1. Increase recycling rate by 1% using
Recycle Mania 2010 data

•

Increased from 27% in 2009 to 29.9% in 2010

•

Improve Recycle Mania recycling rate by 1-2%
over 2010

2. Look at TMA for Recycling requests

•

Project started 5/2010

•

•

To date there have been 17 requests

Increase recycling of bottles/cans from athletic
events

•

Using US EPA WasteWise ReTRAC System baseline data
entered 2/2010

•

All data for 2010 being completed now

3. Implement better data collection

Key Performance Data
Category
Operational
Perspective

Key Metrics
•

17 requests through TMA

•

Diverted more than 41% of waste on campus

•

Including: recycling, donation, surplus sales.

2010 Results/Trends
•

Data still being collected

In 2009, our WasteWise diversion rate (baseline year) was 26.63%
Amounts Recycled in 2010 (not final)
Batteries 0.35 tons, Scrap Metal 58.56 tons, Electronic Media 0.05 tons, Mixed Paper 545.05 tons, Electronics 29.96 tons,
Mixed Recyclables 64.91 tons, Motor Oil 6.00 tons, Lumber 10.14 tons, Styrofoam 0.38 tons
Fluorescent Bulbs 5.98 tons
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TRANSPORTATION UNIT
Strategic Goals
1. Ensure that the semi-annual preventative

2010 Accomplishments

•

Take a close look at the ratio of work orders
to mechanic to ensure we are at a
sustainable level

•

Check open work order report monthly to
make sure no routine services are missed

The university mechanics attended a series
of 6 (every other month) diagnostic
automotive seminars

•

Make sure the educational training of the
university mechanics continue in an effort to
keep up to date with new technologies

•

Non-essential inventory was reduced and
items no longer applicable were returned to
vendors for credit.

•

Contain expenses as much as possible by
monitoring, updating and modifying the parts
inventory to coincide with the current model
year vehicles.

•

We took a serious look at the new Ford
Transit Connect EV as a possible university
fleet vehicle but it was not cost effective at
this time.

•

Continue to monitor technologies in an effort
to upgrade our fleet to more fuel efficient
and more sustainable vehicles as they
become available

•

Preventative maintenance on University
vehicles proceeded on schedule even
though the garage is currently down by one
mechanic from previous staffing

•

Help was added by hiring a part-time
student worker who did oil changes and
minor repairs

•

A back log was experienced periodically so a
small amount of overtime was necessary in
order to get back on schedule

•

maintenance is completed on all university
vehicles, equipment and generators as
scheduled

2. Make sure the educational training of the

university mechanics continue in an effort
to keep up to date with new technologies
3. Contain expenses as much as possible by

monitoring, updating and modifying the
parts inventory to coincide with the
current model year vehicles.
4. Continue to monitor technologies in an

effort to upgrade our fleet to more fuel
efficient and more sustainable vehicles as
they become available

2011 Priorities
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LANDSCAPE UNIT
2010 Accomplishments

Strategic Goals

2011 Priorities

1. Continue to follow sustainability practices

•

We use beet juice to pre-wet bulk road
salt and as an anti-ice to improve the
effectiveness of our snow removal
operations

•

Work through the Michigan Department of
Agriculture (MDA) for state certification
sustainability practices

2. Carry on our proactive activities/work with
Tree Campus USA

•

Renewal of our status as a Tree
Campus USA from National Arbor Day
Foundation

•

Renewal of our status as a Tree Campus USA
from National Arbor Day Foundation 2011

3. Develop a Master Plan for landscapes

•

Direct planning of landscapes on two
major projects; new apartment
complex and reconstruction of Sangren
Hall as they relate to sustainability
practices as well as marketing the
campus outdoor environment for
student recruitment and retention

•

Our goal is to combine overall themes which
will complement the area and consistently
meld sustainable landscapes, including storm
water and natural areas

Key Performance Data
Category

Key Metrics

Operational
Perspective

See Appendix A

2010 Results/Trends
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BUILDING CUSTODIAL & SUPPORT SERVICES UNIT
2010 Accomplishments

Strategic Goals
1. Continue pilot program with Maintenance on relamping.

•

2. Setting up a discussion or visit to University of
Michigan regarding their OS1-A cleaning initiatives.

•

2011 Priorities

The pilot program on this has been
discontinued. The Light Bulb Sustainability
Crew has been formed.
Sent two people to visit University of
Michigan regarding their OS1-A cleaning.

•

We were testing some of the concepts of
OS1 in Schneider Hall this summer. Before
testing can continue we need to refigure
square footage.

•

There have been several discussions about
going to Utah to attend a week long
seminar at Janitor University.

3. Preventative maintenance program for the
appliance repair shop using TMA up and running.

•

Investigate the feasibility of expanding the number
of buildings included in the program.

•

Continue to look at OS1-A to determine feasibility

•

Start to use TMA this year to generate task lists and
conduct inspections.
Begin a PDA pilot program for conducting
inspections.

•
•

Complete the preventative maintenance program
for the appliance repair shop using TMA.

Key Performance Data
Category

Key Metrics

Operational
Perspective

Discipline - See Appendix B
•

Light Bulb Sustainability Crew has completed 1058 work orders

•

Absenteeism: Sick Leave – 4%, Annual Leave – 6%, FMLA – 1%

2010 Results/Trends
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POWER PLANT UNIT
2010 Accomplishments

Strategic Goals

2011 Priorities

1. Continue upgrades and incremental
improvements to primary steam and electric
generating equipment

•

Upgraded and increased steam
capacity at ERC with addition of new
600 hp fire tube boiler and new burner
in existing boiler

2. Continue to operate plant within its required
permit conditions

•

Successfully completed required
emission testing per the Renewable
Operating Permit administered by the
Michigan Dept of Environmental
Quality

•

Focus this year on operational improvements
and efficiencies to boiler water treatment
system

3. Continue plant staff training program and
initiatives

•

Two employees graduated from
program this year. Cost savings from
contracted services avoidance through
utilizing trained employees continues
to grow

•

Continue with incremental improvements
increasing the effectiveness of the training
program

Key Performance Data
Category

Key Metrics

2010 Results/Trends

Customer
Perspective

Measure and record any downtime to plant.

No electrical outages to central campus with a 3 hour outage
at ERC due to bird strike on substation.

Operational
Perspective

Emphasize those plant activities that help to insure the
reliability of plant equipment and ability to supply heat and
power without interruption.

Installed reliable boiler capacity at ERC; Rebuilt boiler
blowdown system at central plant; Implemented new long
term service agreement on turbines; Installed oil pumping
and delivery system for Boilers 9 & 10

24

Facilities Management

Office of Business and Finance – 2011 Strategy Review

MAINTENANCE UNIT
Strategic Goals

2010 Accomplishments

1.

•

Upgrade Personal Digital Assistants (PDA)

Sixty new devices were delivered across six
regional maintenance shops

2011 Priorities
•

Refine PDA user efficiencies:

•

Make it easier for technicians to document service
issues

•

Develop drop down menus for techs

•

Centralize PDA software updates

2.

Continue Light Bulb Sustainability Program (LBSP)

•

Maintenance Services/Building Custodial
collaboration: created a dedicated crew to
address lighting issues in fifteen buildings

•

Further expansion of LBSP area of operation: move
from fifteen buildings to thirty buildings

3.

Enhance Customer Service

•

Improved response rate

•

Expand web-site as customer resource

•

24 hour response for resident areas

•

•

48 hour response for classroom areas

Continue joint Supervisor/Building Coordinator
meetings

•

Work with Human Resources to develop HR Training
Series workshops for Building Coordinators
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MAINTENANCE UNIT - continued
Key Performance Data
Category

Customer
Perspective

Operational
Perspective

Key Metrics
•

Broken Promises

2010 Results/Trends
Average response time:
•

2.02 days for resident areas

•

3.57 days for Classroom areas

•

Customer survey results (web-generated)

4.4 avg score on 1 to 5 rating scale, for seven shops, from a total of
783 respondents

•

Classroom Audit

Number of classrooms requiring significant attention has been
reduced

•

Aging reports

With the exception of peak periods (i.e. semester beginning/end),
the number of work orders remaining open past the assigned
priority has been reduced

•

Training/Testing

No formal schedule for testing/training. Reliance on external
sources for notifying and tracking testing and training initiatives.

•

Work Orders: PM’s vs. Service Calls*

2008 – 2009: PM/18,634 SC/28,522
2009 – 2010: PM/16,842 SC/24,548
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IT UNIT
2010 Accomplishments

Strategic Goals

2012 Priorities

1. Provide quick turnaround for computer issues

•

Deploy new fileserver FM1 providing
large file storage (V: drive)

•

Windows 7 migration / Engineering and
Operations computer refresh

2. Keep all primary servers and services up 99.9% of

•

Deploy new WinMobile TMA devices

•

IT ticketing

•

Help in Groupwise to Webmail
migration for FM users

the time

Key Performance Data
Category

Key Metrics

2010 Results/Trends
•

Customer
Perspective

•
•

Operational
Perspective

•

Recorded over 300 customer support incidences.

•

Recorded 115 computer reimaging. The primary reason
for reimaging is a computer virus. I would estimate that
over 90% is viral related.

•

Recorded 52 PDA reloads. This number has skyrocketed
in the last few years as the devices continue to age.

•

With our imaging strategy and a few machines on the
shelf, we have mostly kept the turnaround time for a viral
machine under a day, and most of the time under a few
hours.
Continued to improve uptime for the desktops.
Many more desktop scanners - converting more paper top
electronic form.
There was much more reimaging taking place that would
have been expected
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APPENDIX B
Discipline
Discipline is coordinated by one manger working with each supervisor to provide fair and consistent discipline. During 2009, there was a change
in the Rules of Conduct for AFSCME employees. The change dated back to July 1, 2009. With that in mind here is a graph showing the difference
between 2009 and 2010. The time frame used in these graphs is from January 1st through September 30th for both years. The second chart is a
line graph that shows the change in percentage of discipline for each section.
There are two significant changes from 2009 to 2010 statistics as you can see below. The first one is 2 (a) Excessive Absenteeism. Violations for
this section increased by 27% in the last year. The next significant change is 2(b) Excessive Tardiness. These violations have decreased by 11% in
the last year.
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The graph below shows a comparative analysis by type of discipline if any issued. In 2010, there was a decrease in the number of
verbal warnings and 1st written warnings issued. However, the number of 2nd, 3rd, 4th written warnings issued increased. The
amount of no discipline issued decreased by 6% during 2010. Suspensions increased by 13% and actual discharges decreased by 4%.

33

Human Resources

Office of Business and Finance – 2011 Strategy Review

Mission

Vision

Our mission is to ensure WMU remains an employer of choice

Our customers will proactively engage Human Resources as a

through our leadership in hiring, compensation, benefits,

strategic partner to ensure workable and equitable solutions

recognition, training, and employee relations. We provide

for all members of the University community.

accurate information for strategic decision-making; enhance
the safety of campus; and contribute to the vibrancy of the
University community by fostering diversity and inclusion.

Strategic Goals

2010 Accomplishments

1. Current and potential employees
continue to view WMU as their
employer of choice

•

Implemented streamlined on-boarding
process for faculty and staff, whereby OIT
provisioning, benefits orientation, selfservice and I-9 completion may occur within
the first few days of employment.

2. Improve integration of human
resources functions in key
University initiatives and
decisions

•

Collaborated with the Provost office on
several projects/cases.

•

Conducted training workshops for
supervisors and other employees on
campus.

3. Move from transactional to more
strategic work

•

We continued to implement technological
and vendor-partnering solutions to meet the
needs of customers and of HR staff more
efficiently. We also restructured staff roles
to complement this.

2011 Priorities
•

Implement process improvement for
students and temporary employee onboarding.

•

Conduct hiring process review in
conjunction with OIE and committee of
stakeholders

•

Solicit feedback from new employees on the
online benefits orientation process

•

•

Conduct departmental review of strategic
plan.
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Human Resources

Key Performance Data
Category

Key Metrics

Customer
Perspective

Zero legitimate equity complaints

2010 Results/Trends

Zero legal action
Minimal legitimate customer complaints
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Mission

Vision

Procure and provide supply chain management resources

Our vision is to become a leader among colleges and

and services in an efficient and effective manner for the

universities in innovative and effective logistics and

University community.

customer service.

Strategic Goals

2010 Accomplishments

1. Continually to enhance customer
service.

•

Began implementation process for “single
use account” procurement card payments.

•

Completed evaluation by engineering
student team in Maintenance Stores area.

2. Enable staff to become more
knowledgeable and proficient.

3. Resources support optimal
operational effectiveness.

2011 Priorities
•

Send customer surveys to campus
departments for feedback on Logistical
Services effectiveness.

•

Explore possible efficiencies in all Logistical
Services areas.

•

Completed evaluation of mail services and
receiving area procedures and processes by
Psychology student team.

•

Rolled out new online ground transportation
travel authorization system.

•

Implemented regularly scheduled meetings
of Logistical Services managers.

•

Continue to review computer and document
equipment as needed.

•

Cross trained employees wherever possible.

•

•

Visited other campuses to evaluate their
Surplus Sales operations.

Send staff to training programs for MS
Office, TMA and PeopleSoft.

•

Compiled monthly reports and shared with
all management staff.

•

Upgraded computer equipment and
software.

•

Presented information regarding Logistical
Services and processes to:

•

Explore additional opportunities to increase
revenues – surplus sales, procurement card
rebates, mail services and stores sales.

•

Continue to educate the campus community

1. Academic leadership groups
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Strategic Goals

2010 Accomplishments

2011 Priorities
with regard to services that Logistical
Services has to offer.

2. Maintenance Services shop and staff
meetings
3. Business & Finance leadership

•

Upgrade security system in Campus
Services Building.

•

Convert Enterprise car rental billings from
manual data to an automated system.

4. Business Manager meetings
5. Human Resources seminars
6. Various campus Departmental staff
meetings
7. Miscellaneous campus office visits

•

Upgraded computer and multi functional
device equipment.

•

Utilized student interns in:
1. Procurement card program
2. Maintenance Stores area
3. Mail services and Receiving area

Key Performance Data
Category

Key Metrics

2010 Results/Trends

Customer
Perspective

Utilize Internships

Completed two student training/evaluation projects.

Increase procurement card activity

Increased by 24%.

Increase surplus sales receipts

Increased by 86%.

Increase savings utilizing presort mail

Decreased by 9%.

Operational
Perspective
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Mission

Vision

Provide a safe, secure, healthy, and sustainable environment

Our vision is to achieve uncompromised personal safety on

through prevention, enforcement, and education so that all

campus and model environmental stewardship for the

members of the University community can accomplish their

community through innovation, technology, education, and

learning, teaching, research, and public service goals.

visibility.

Strategic Goals

2010 Accomplishments

1. 38Increase real and perceived
safety

•

2. Optimize officer and staff
potential

Increased orientation for Graduated and
Teaching Assistants


Emergency preparedness



Workplace Violence



Safety



Active Shooter

•

College of Health and Human Services – all
departments have to complete the above
training.

•

Survey’s available on the web page.

•

Increased training session for Graduate and
Teaching Assistants.

•

Sergeants have increased time to officer
patrol development.

•

Officer’s attended 820 hours of training to
an estimated cost of $ 19,716.60.

2011 Priorities
•

Increase bike patrol

•

Increase proactive patrol with an emphasis
in campus parking lots and residence halls.

•

Establish online access to patrol statistics
and Clery reportable statistics.

•

Increase use of technology.
 New security and camera software
system.

•

Overview of Clery Act

•

Discuss performance reviews in contract
negotiations.

•

Continue emphasis on training in areas of
leadership and continuing education.
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Strategic Goals

2010 Accomplishments

3. Resources support efficient and
effective operations

•

Finalizing new CAD and RMS systems to be
implemented mid 2011.

•

Continue IT replacement cycle as needed
and demonstrated in 2010.

•

New Parking system (T2) comes on line May
2011.

•

Continued review of organizational structure
with a goal of maximizing efficiencies.

•

Implementation of Reverse 911 System
completed.

•

Deployment of taser’s to certified personnel.

•

•

Bar coding for fire extinguishers will
progress as the Handhelds were recently
received.

Use of automatic vehicle location (AVL)
equipment to further increase fleet
management abilities.

•

•

Emergency Management website is now
tracking hits.

Replacement of two police and two
administrative vehicles.

•

Successful role out of new Parking system.

•

Graduate Assistants are working on
developing a customer survey form for the
Public Safety website.

•

Increase bike patrol with both parking and
police.

•

Updated 50% of the Public Safety’s
computer workstations to help the efficiency
of the employee.

•

Deployment of survey on web page to track
customer perspective of our services.

•

Replaced a Lieutenant’s and Sergeant’s
position.

•

We continue to find ways to increase
communication with WMU leadership and
educate on public safety and play a role in
the accomplishment of the University’s
mission.

•

Continue forward with what we have
established in 2010.

4. WMU leadership supports safety
initiatives and policies

2011 Priorities
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Mission

Vision

To facilitate mutually advantageous agreements between

As a mutually trusted resource, the Office of Staff Labor

labor and management so that Western Michigan University

Relations will enable and motivate University and union

remains an excellent place to work, teach, and learn.

representatives through proactive education and interestbased bargaining to solve labor relations problems early in
the process.

Strategic Goals

2010 Accomplishments

1. Supervisors, managers, and
union officials reduce grievances
and maintain benefits by solving
labor relations problems early in
the process

•

2-3% reduction of Third Step grievances

•

1-2% further reduction

2. In recognizing the value of their
symbiotic relationship,
administration and union accept
that improving labor relations is
advantageous from their own
perspective

•

Held regular meets between Administration
and Union leadership on quarterly basis.

•

Ensure that meetings are maintained and
that meetings are “fruitful”

3. Offer labor relations education

•

Held one joint training session for AFSCME
groups

•

Hold more training sessions for both Union
and management

4. Internal and external resources
support educational, relationshipbuilding, and negotiation
processes

•

Planning

•

Planning and implementing video resource

2011 Priorities
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Mission

Vision

Guide and assist the Western Michigan University community

Create a culture of sustainability and improve the quality of

in fulfilling and growing its sustainability commitments.

life for all through building a diverse and flourishing learning
community around sustainability.

Strategic Goals

2010 Accomplishments

1. Create an institutional culture of
sustainability

•

Created the Office for Sustainability

•

•

Developed the WMU Student Sustainability
Fund initiative (SSF)

Move the Office for Sustainability into a
permanent office location on campus

•

Implement student-suggested sustainability
projects using SSF funds

•

Continue to explore opportunities for
infusing sustainability into academic
curricula in all colleges

•

The President’s University-wide
Sustainability Committee (PUSC)
maintained representation from all areas of
the University, including undergraduate and
graduate students

•

Various organizations commended WMU for
sustainability accomplishments (e.g.,
Sustainable Endowments Institute; National
Wildlife Federation's Campus Ecology
Program; Princeton Review and the Higher
Learning Commission)

•

Produce an annual Campus Sustainability
Report that details our progress along with
our opportunities and plans for the future.

2011 Priorities
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Strategic Goals

2010 Accomplishments

2. Increase awareness of
environmentally sustainable
development

•

Enhanced the campus sustainability website

•

Students for a Sustainable Earth and The
Gibbs House provided a variety of
opportunities for the campus and
community to learn about sustainability

•

3. Practice institutional ecology

Supported SW MI Regional Sustainability
Covenant through WMU's Sustainable
Communities Initiative by bringing a major
national speaker for a workshop on
Community Sustainability Indicators and
conducting, pro bono, a major survey of
Covenant Signatories goals and vision for
the Covenant

2011 Priorities
•

Complete the WMU Association of College &
University Presidents Climate Commitment
(ACUPCC) Climate Action Plan

•

Explore additional avenues of
communicating sustainability events and
projects to the university community

•

Engage and educate the community in
environmentally conscious management of
Arcadia Creek, Klienstuck Preserve, and
Asylum Lake Preserve, and the main
campus

•

Implemented the first Residents’ Life energy
competition (EcoThon)

•

Plan and implement a campus-wide building
energy audit

•

Continued to offer and enhance Trash-toTreasure and Recycle Mania programs

•

Obtain grants to utilize renewable energy
and electric energy vehicles on campus

•

Initiated LEED certification process for
Sangren Hall and Western View Apartments

•

•

Implemented several energy conservation
measures (ECM) in many buildings across
campus

Obtain LEED certification for an additional
six buildings, including Western View
Apartments, College of Engineering, and
other academic buildings
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Strategy Review Workshop
January 27, 2011
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Agenda
8:30 a.m.

Welcome (VP Rinker)

8:40 a.m.

Strategic Themes

8:50 a.m.

2010 Accomplishments and 2011 Priorities
Q&A

10:40 a.m.

Budget Outlook (VP Rinker)

11:00 a.m.

Preview of Budget Workshops

11:20 a.m.

Concluding Remarks (VP Rinker)

11:30 a.m.

Adjourn
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Strategic Themes
per Action Plan Report, December 2009

Internal Communication
Educating the WMU Community
Staff Development
Performance Measurement
Consultative Internships
Annual Reviews

Accomplishments & Priorities
Challenges

Accounting Services

Accomplishments

Auxiliary Enterprises

Priorities

Business Services
Facilities Management
Human Resources
Logistical Services
Public Safety
Staff Labor Relations
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Exhibit

Budget Workshops
Accounting
Services

Explore potential cost reduction opportunities

Auxiliary
Enterprises

What is possible and what can be possible

Business
Services



Facilities
Management

Budget Workshops

Human
Resources

Develop recommendations for OBF senior staff review

Logistical
Services



Public Safety

Joint Review
Present recommendations to OBF senior staff


Submit Final Recommendations
Revise recommendations per senior staff feedback (if needed)


Approval
VP Rinker and AVP Vanderkley


Implementation
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Budget Workshops
Cost Reduction Opportunities
per Strategic Budget Workshop, May 2009

Mission

Automate processes (e.g., electronic forms)

Possible:

Bid more items (requires more lead time)
Cell phones versus landlines

Provide
services in the
present

Conduct strategic RIFs in crisis mode only
Consolidate backroom operations

climate of

Cross boundaries – broaden job classifications

shrinking

Examine processes

resources

Explore external partnerships: Economy of scale / Cost-sharing

with minimal

Extend life of hardware and software

impact on
customers and
operations

From paper communication to electronic communication (mailings, RFPs,
etc.); save paper and postage
Leverage students as work-force, but don’t lose sight of WMU’s mission
Purchasing discounts
Reduce redundancies
Reduce salary to avoid layoffs
Reduce staff and energy cost (close 1 or 1/2 day per week)
Reorganize staff (e.g., via attrition)
Scrutinize travel requests – travel should be benefit-based
Share supplies (office and academic)
Space utilization and consolidation (energy savings)
Standardize equipment and reduce inventories

47

Office of Business and Finance – 2011 Strategy Review

Exhibit

Budget Workshops
Cost Reductions: Potential Impact
per Strategic Budget Workshop, May 2009

Positive Impact
Resources

More efficient and streamlined
operations
Use new technologies

Negative Impact
Reduced services for reduced staff
Reduced morale
Going without supplies or equipment

Reduce energy cost
Internal
processes

Increasing automation (e.g.,
registration)

Internal funding – structural
disparities

More creative ways to get to the end
result

Demoralized workforce

Shared services, consolidation
Services and
products

Reduced image and services within
the community

Streamline function and increase
efficiency

Decrease in quality

Allows us to look outside the box –
flexibility

More work for other areas

Decreased service to customers

Opportunity to find a better product
or improve service
WMU customers
(students,
faculty, staff)

Keep “product” affordable – this is
critical to organizational survival

Effectiveness will suffer as efficiency
becomes main driver

More efficiencies of operations

•

Satisfaction levels can impact
current and future enrollment

Fairness of impact is critical to
employee and student morale
External
customers (nonWMU)

We are valued as a role
model/resource to external
constituents on processes/
practices/policies
We are quicker, more consistent, and
more complete in delivering services

Long-term
impact for WMU

Technology/processes become an
obstacle to external constituents from
interacting with us
Lose our appeal/
attractiveness/humanity/uniqueness

Economic driver for community –
local and state

Service doesn’t meet expectations –
image issues; public perception
becomes negative

Cost containment/tuition

Staff workload and morale

Forces efficiency

Impact on services

Public support – accountable for
using money wisely.

Asset decline
Perception
Reduced attendance

 Pursue 

 Avoid 
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Exhibit

Budget Workshops
Cost Reductions: Potential Benefits
per Strategic Budget Workshop, May 2009

Broader goals than just our department
Creativity energized – not stagnant in our thinking
Focus on efficiency
Focus on the bigger picture
Focus on what you / we have control over
Less dependent on external funding
Long-term survival of the department and WMU
Maintain and increase wages in the long term
Minimized financial burden to students
Opportunity
Promotes team work
Stewardship of university resources
Sustainability of services
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Contact Information
& Associates, Inc.

Peter Dams, Ph.D.
President
pdams@damsandassociates.com
(269) 501-3000
www.DamsandAssociates.com
8449 35th Street South
Scotts, Michigan 49088
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