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Case Study Synopsis
Pitkin County, Colorado, encompasses Aspen, an international tourism destination. The County has been vulnerable to uneven tourism activity with consequent fluctuating flows in sales tax revenue, which makes up approximately one-third of the County’s income. Pitkin County partnered with Innes Strategy and TechSolve to ensure our culture and processes were agile and efficient in times of economic change.

The County worked first with Innes Strategy to lay a foundation for change by evaluating and understanding the culture of the organization. Utilizing online surveys, staff interviews, focus groups on staff satisfaction and culture along with a 360° departmental performance review, Innes identified the willingness and momentum of staff to change. Innes also worked with staff to develop an action plan targeting a “win-win” outcome of enhanced organizational effectiveness with increased staff satisfaction in times of economic stress.

With Pitkin County’s culture and staff prepared to make changes, TechSolve was then brought in to identify and implement operational improvements. TechSolve helped the County to examine processes and eliminate waste and redundancies in four areas: Community Development, Accounts Payable, Commissioners’ agenda preparation, and Procurement.

The overall outcome of Pitkin County’s work with Innes Strategy and TechSolve is a more efficient and responsive organization that is better prepared to meet challenges of revenue fluctuation. The County has increased both citizen and staff satisfaction and realized:

· More empowered and engaged County employees

· Increased awareness of cultural issues and willingness to examine opportunities for improvement with full stakeholder participation

· Reduced and mistake-proofed Accounts Payable paperwork

· Elimination of confusions in Procurement processes

· 54% reduction in internal lead time and 12% reduction in cycle time in Community Development processes

· Simplified workflow and improved staff understanding of Commissioners’ agenda preparation

Innovation/Creativity

Pitkin County’s Culture Change and Lean projects enabled the County to not only recognize and define the organizational culture, but to also create new operational processes that work within that culture. With the understanding of how our culture impacts the way we do business, Pitkin County has been able to improve lead times, staff satisfaction, and our relationship with the community. As part of the projects, Pitkin County utilized new tools and methodologies to discover the areas needing improvement. Pitkin County worked with private consultants Innes Strategy (Culture Change) and TechSolve (Lean).
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Citizen Outcomes

Relying on tourism and sales tax revenue for a large part of our budget, Pitkin County gets hit hard when tourism goes into a slump. The County needed a change that was sustainable and that would put us in a better position to weather these slumps. The Culture Change and Lean projects helped us answer questions like “What’s our culture? Can we implement change? How should we do it?” in a way that benefited the County and our relationship with the community. We now have enhanced communication and a better focus on the needs of the community. Citizen surveys are completed every three years to ensure the values and priorities of the community match those of the County. The surveys are sent to three demographics of residents (home owners, second home owners, and businesses) and ask questions that range from preferred mode of transportation to land use to why they live in the County. These surveys help Pitkin County keep track of the needs of the community and provide a way to measure the progress of meeting those needs.
Applicable Results and Real World Practicality

If selected, Pitkin County can easily discuss the practical applications of our Culture and Lean projects. The methodologies and tools we utilized are ones that any local government could use, if they are willing to take an honest look at their culture and their processes. Analyzing both our culture and the processes carried out within that culture has enabled Pitkin County to experience levels of efficiency and staff and community satisfaction that we didn’t know were possible. Pitkin County is excited at the opportunity to share our lessons learned with other local governments in an effort to make them more agile and efficient, especially in times of economic uncertainty. The changes were experienced were indeed sustainable, and Pitkin County is now able to tackle issues as they arise and solve them in a way that fits the values of both our staff and our community.
Case Study Presentation

To present the case study, Pitkin County, Innes Strategy, and TechSolve will give a collaborative PowerPoint presentation. Attendees will be encouraged to ask questions about the project and the different methodologies we utilized to achieve our success. Copies of actual materials used during the project (e.g., surveys, flow charts, etc.) will also be used to give attendees a better understanding of the tools used. 
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