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In 2003, when Governor Sonny Perdus
decided o set uphis Commission for a New
Creorgia, it spunded like a recipe for one
muoee unread manifesto doomed to gather
more dust than interest. Even the gover.
not"s desire to include the state™s "bestand
brightest” minds in assenbling the report
u.un'reﬂilr Fulfilled. H:n:r-'_rr the st and
brightest had long since becomne jaded
about the benelits of this kind of effort

Butthe governar meant business. He uk
timalely pressed meoee than yoo privabe-sec
lor representatives inks secvice, promising
1o do everything possible to implement
their recommendatons. And since s cre-
ation, the commission has been slowly,
quiety and deliberately infiltrating Georgis
ghabe gnu:mmgnlwithbﬂ.'l e [roem
private industry="lke a spacial forces in-
vasion,” £xvs | oe Rogers ., chief exscutive
afficer of Walfle House, and co-chalrman
af the commission

Key armeng the commission's accom-
plishments is an intense focus on custoumer
service and on managing for results. The
e Ceowermos's Cilioe of Custarmer Senvioe
has rollaborated with frontline state .
ployees o creste 4 more consistent==ancd
presductive-—experience fordbzens seeking
help. By aggressively training cmployees,
leveraging echnobogy and monitoring oul-
oaenes, the stabe has driven dosm wadlt Hmes
at call conters and has shnunk the mke at
whiksh dtizens just get tired of waiting and
'I'ung up. Aol thee skt Follows up b e
mine il citizens’ concoms were satisfactorily
addresged,

T make sure that the focus on 2ervice
pervades all levdds of government, Georgia
has undertaken new efforts to recruit and
retain a qualified workforce. Based on em-
ployee satisfaction surveys, Georgla s over-
hauling its compénsation and benefits
packages by linking pay to performance
and raizing salaries for new hires,

This is critical for e Future, Georgia
faces a wave of retirements over the next
few vears, while below-average salaries and
the state’s boorming economy have made it
difficuls for government bo hure and retain
young workers, The stale also is con-
franting an unintended consequence of its
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own civil service reforms of 1996, which
eliminated mast civil service protectons
and allowed ctate agencies to make at-will
hires on their own, Althaugh the dedsion
haz made hiring more efficient, it akso has
resulbed in some inoquity across agencies.
The Deparmentof Transportation, for ex-
ample, pays higher salaries than other de-
partments and is sometimes aooused of
“hoarding ™ the best emiplensees, Otlser apen-
cies, by contrast, have struggled to fill some
positipns—often for long periods of time.

To address thoss imbalances, Geongia is
taking a step beck toward astandardized pee-
sanned syster, brying boinstll worker boyalty
o the shie as & whole, not to a particular
agency. "I the Army can recruit for any jobin
the entine Armyrwith one sergeant sitting be
hird adesk ina courthouss ina small iewnin
south Georgla, why can't the state of Gecrgia
dosomething sirmilar?” asks Frank Heiny, as-
sistantcomnmissioner for personnel,

Wher it comes to performance budget-
ing. Georgia's efforts have generated a 41
cult furf battle. The agencies produce reams
of data, and the prvernor's office isusing the
ovurmibers 1o hold them accountsble. Bubthe
Senate Budget Office, unimpressed by either

the quality or the reliability of executive |

branch performance measurerremt, wants ko
take another approach. The condlict, says
Alan Essig, exccutive director of the Georgia
Budget and Policy Institute, is m Bt “over
power, and who's reslly responsibie for dil
ferent pasts af the l.nlﬂgl!l.'

Thi gavernior and the kegislatare would
dorwell o resch consensus o this issue. The
politics will always be tricky—but there's a
straightforvaurd first step: Key performance
riseasures can be rade available to a wider
group of citizens, managers and legista
lors. Right now, the measures are maln-
lained in separale systems and accessible
orly o the respactive agency managers, "It
preat that we're dodng a better job of per-
formance messurcrnent,” says fim Lienz,
the state’s chief opemting officer. “but we
need & way to ghare that information scross
the enterarse”

For additional data and analifsld, go ba
peweenteronthostatesorgfopp
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Gavernar: Sonny Perdue (R)

First elected; N/2002

Senate: S members 220,34 R
Term Limits: Mene

House: 180 members: 73 0,107 R
Term Limits: None




