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Introduction
Clayton County Board of Commissioners and Citizens of Clayton
County,
It is my sincere and distinct pleasure to present you with the
strategic vision for Clayton County Fire & Emergency Services. This
strategic plan will carry this organization through the year 2021
and has been seamlessly aligned with the strategic initiatives and
pillars of the Clayton County Board of Commissioners.
Clayton County Fire & Emergency Services (CCFES) provides the
community with fire suppression, emergency medical services,
Fire Chief / Director
Emergency Management hazardous materials incidents, technical rescue, community risk
reduction, fire investigation, public education, and disaster
preparedness planning and response to Clayton County, Georgia’s residents, businesses, and
visitors. The agency is consistently working to achieve and/or maintain the highest level of
professionalism and efficiency on behalf of those it serves, and thus, contracted with the
Center for Public Safety Excellence (CPSE) to facilitate a method to document the
organization’s path into the future via a “Community-Driven Strategic Plan.” The following
strategic plan was written in accordance with the guidelines set forth in the CFAI Fire &
Emergency Service Self-Assessment Manual 9th Ed., and is intended to guide the organization
within established parameters set forth by the authority having jurisdiction.
Landry D. Merkison

The CPSE utilized the community-driven strategic planning process to go beyond just the
development of a document. It challenged the agency’s members to critically examine
paradigms, values, philosophies, beliefs and desires, and challenged individuals to work in
the best interest of the “team.” It further provided the agency with an opportunity to
participate in the development of their organization’s long-term direction and focus.
Members of the organization’s external and internal stakeholders’ groups demonstrated
commitment to this important project and remain committed to the document’s completion.
This strategic plan, with its foundation based in community and membership input, revisits
the organization’s pillars (Mission, Values, and Vision) and sets forth a continuous
improvement plan that offers a road map for a justifiable and sustainable future.
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Community and Organizational Background
The Clayton County Fire Department was established in March 1,
1967 and immediately ordered the first of four fire trucks and began
hiring firefighters. By the end of that year, the department had logged
408 calls for service.
By 1970, the department had grown to incorporate the Fire
Prevention Bureau, five fire stations, and 61 firefighters who
responded to more than 3,000 calls for service. In 1971, the
department began providing
Clayton County, depicted
emergency medical services and, within the state of Georgia
in 1975, the department formed a
training division to provide rookie and on-going training
with classroom instruction. Before the close of that
decade, the department had also begun offering EMS
transport service.
Today, Clayton County Fire & Emergency Services is comprised of 392 personnel who
operate from 14 fire stations, administrative offices and other supporting facilities, utilizing
14 companies which include structure and wildland engines, ladder trucks, ALS ambulances,
specialized and support units. CCFES is an all-hazards department that responds to calls for
fire suppression, emergency medical, hazardous materials incidents, technical rescue, and
natural disaster situations throughout the entire 122 square mile jurisdiction of
unincorporated Clayton County and the cities of Jonesboro, Riverdale, Lovejoy, College Park,
and Lake City. The Clayton County Fire & Emergency Services is governed by the Clayton
County Board of Commissioners.
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Organizational Structure
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Community-Driven Strategic Planning
For many successful organizations, the voice of the community drives their operations and
charts the course for their future. A "community-driven organization" is defined as one that
maintains a focus on the needs and expectations, both spoken and unspoken, of customers, both
present and future, in the creation and/or improvement of the product or service provided. 1 To
ensure that the community remains a focus of an organization’s direction, a community–
driven strategic planning process was used to develop this strategic plan.
A strategic plan is a living management tool that provides short-term direction, builds a
shared vision, documents goals and objectives, and optimizes use of resources. Goodstein,
Nolan, & Pfeiffer define strategic planning as
“a continuous and systematic process where the guiding members of an organization
make decisions about its future, develop the necessary procedures and operations to
achieve that future, and determine how success is to be measured.2”
The U.S. Federal Benchmarking Consortium Study Team goes on to explain that, to fully
understand strategic planning, it is necessary to look at a few key words in the strategic
planning definition:
 continuous - refers to the view that strategic planning must be an ongoing process,
not merely an event to produce a plan;
 systematic - recognizes that strategic planning must be a structured and deliberate
effort, not something that happens on its own;
 process - recognizes that one of the benefits of strategic planning is to undertake
thinking strategically about the future and how to get there, which is much more than
production of a document (e.g., a strategic plan);
 guiding members - identifies not only senior unit executives, but also employees. (It
also considers stakeholders and customers who may not make these decisions, but
who affect the decisions being made.);
 procedures and operations - means the full spectrum of actions and activities from
aligning the organization behind clear long-term goals to putting in place
organizational and personal incentives, allocating resources, and developing the
workforce to achieve the desired outcomes; and
 how success is to be measured - recognizes that strategic planning must use
appropriate measures to determine if the organization has achieved success.
Federal Benchmarking Consortium. (1997, February). Serving the American Public: Best Practices in
Customer-Driven Strategic Planning
2 Ibid
1
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Effective strategic planning benefits from a
“What we have to do today is to be
consistent and cohesively structured process
ready for an uncertain tomorrow.”
employed across all levels of the organization.
Peter F. Drucker,
Planning is a continuous process, one with no clear
Professor of Social Science
beginning and no clear end. While plans can be
and Management
developed on a regular basis, it is the process of
planning that is important, not the publication of the plan itself. Most importantly, strategic
planning can be an opportunity to unify the management, employees, and stakeholders
through a common understanding of where the organization is going, how everyone involved
can work to that common purpose, and how progress and levels will measure success.
The Community–Driven Strategic Planning Process Outline
1.

Define the programs provided to the community.

2.

Establish the community’s service program priorities and expectations of the
organization.

3.

Identify any concerns the community may have about the organization, along with
aspects of the organization that the community views positively.

4.

Revisit the Mission Statement, giving careful attention to the services and programs
currently provided, and which logically can be provided in the future.

5.

Revisit the Values of the organization’s membership.

6.

Identify the internal Strengths and Weaknesses of the organization.

7.

Identify areas of Opportunity for, and potential Threats to the organization.

8.

Identify the organization’s critical issues and service gaps.

9.

Determine strategic initiatives for organizational improvement.

10. Establish a realistic goal and objectives for each initiative.
11. Identify implementation tasks for the accomplishment of each objective.
12. Determine the Vision of the future.
13. Develop organizational and community commitment to accomplishing the plan.
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Process and Acknowledgements
The Center for Public Safety Excellence (CPSE) acknowledges and thanks the community’s
and the agency’s external and internal stakeholders for their participation and input into this
Community–Driven Strategic Planning Process. The CPSE also recognizes Fire Chief Landry
Merkison and his team for their leadership and commitment to this process.
Initial development of this strategic plan took place in June 2016, beginning with a meeting
hosted by representatives from the CPSE for members of the community (external
stakeholders). Input received from the meeting revolved around community expectations
and concerns, as well as positive and other comments about the organization. Those present
at the meeting were as follows:
Clayton County Fire & Emergency Services External Stakeholders
Maria Adamson

Stephen Adamson

Bonnie Anderson

Harold (Bubba) Anderson

Dr. Leon Beeler

Jeffery Benoit

Diane Bryant

Susan Butler

Charlie Carter

Brenda Dill

Virginia Hall

Sherry Hamilton

Clementine Haskins

Kenneth Hill

Kevin Hubbart

Nina Jones

Patricia McCoy

Don McMillan

Jimmie Mikoy

Benjamin Paschal

Christine Phelps

Laronda Sawson

Patricia Simmons

Juliana Temple

Marla Thompson Kendall

Joyce Turner

Chuck Ware

Mary Williams

External Stakeholders Work Session
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Community Group Findings
A key element of CCFES’s organizational philosophy is having a high level of commitment to
the community, as well as recognizing the importance of community satisfaction. Thus, the
agency invited community representatives to provide feedback on services provided.

Community Priorities
In order to dedicate time, energy, and resources to services most desired by its community,
the fire department needs to understand what the customers consider to be their priorities.
With that, the external stakeholders were asked to prioritize the programs offered by the
organization through a process of direct comparison. The results were as follows:
PROGRAMS

RANKING

SCORE

Emergency Medical Services

1

180

Technical Rescue

2

154

Fire Suppression

3

151

Tactical Medic

4

114

Domestic Preparedness Planning and Response

5

110

Community Treatment Program

6

109

Hazardous Materials Mitigation

7

93

Community Risk Reduction

8

78

Public Fire and Life Safety Education

9

70

Fire Investigation, Cause and Origin

10

66
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Community Expectations
Understanding what the community expects of its fire and emergency services organization
is critically important to developing a long-range perspective. With this knowledge, internal
emphasis may need to be changed or bolstered to fulfill the community needs. In certain
areas, education on the level of service that is already available may be all that is needed. To
follow are the expectations of the community’s external stakeholders:
Community Expectations of Clayton County Fire & Emergency Services
(in priority order)
1. Response time/Timeliness: Deliver fast service every time an emergency occurs.; Quick
response time.; Fast service/response; Fast and efficient response from fire department and
EMS service.; FAST as possible.; When needed, the response time to be a lot faster in senior
residence.; Quick response.; Set time of 15 minutes or less.
2. Training: Trained EMT; Trained to protect public.; Trained to protect property.; Trained to
prevent fire and educate.; More training for EMS service on how to respond and communicate
with those they are serving.; Well-trained staff.; Fire and emergency services advanced
training.; Terrorism response training.; High-level of training that delivers exceptional
services when called.; Quality of service training.; Superior training in all areas.
3. Polite/Professionalism: of staff; Professionalism and personality towards the citizens they’re
serving.; Professional response.; Professionalism with community.; Polite and professional
representation.; Polite or business manner.
4. Community involvement/engagement/relations/communication
communities served.

–

ownership

of

the

5. Emergency medical service/life support.
6. Knowledge/Knowledgeable: of services, the best hospital.
7. Fire suppression.
8. Equipment: Well-equipped.; Necessary equipment for the task.; Updated equipment.
9. Community outreach: (including education specific to fire codes); Send out information to
community.
10. Detectors/Alarms/Extinguishers: Who [is] responsible for putting [installing?] fire detective
[detector?]; Fire extinguisher for all homes for the elderly.
11. Public/Community fire prevention and life safety education.
12. Concern and helpful.
13. Quality of job performed.
14. Natural disasters, terrorism, hazardous material preparedness.
15. External Relationships: Good relationship with CCPD in emergency situations.; Close
relationship with police department and other county officials.; Working well with all other
fire departments, within and out of the county.
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16. How often are inspections done in homes?
17. Property conservation.
18. Convenient location of fire station to homes/community.
19. Skill of responder.
20. Community treatment program.
21. Uniforms: Professional looking uniforms.; Clean uniforms (pressed, ironed clothing).
22. Making sure businesses have their address number on the building displayed openly.
23. Who is responsible for putting fire hydrants out in the community?
24. Diverse candidates who reflect the community they serve – should be hired, trained and
visible.
25. Availability of services throughout Clayton County.
26. Not afraid to render aid.
27. Well-informed officers – Answers questions of residents when called.
28. Keep good people.
29. More volunteer blood pressure checks.
30. Effectiveness of job performed.
31. Are the firemen also the EMTs?
32. Community knowledge on when to burn or not to burn.
33. Safety.
34. Follow-up visits to areas affected by fires.
35. Maintaining a calming composure.
36. Decision-making/being proactive.
37. Investigation.
38. Tireless work.
39. Affordable emergency transport.
40. Open for opinion.
41. Putting customer first.
42. Understanding of tragedy victims.
43. Environmental conservation.
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Areas of Community Concern
The planning process would be incomplete without an expression from the community
regarding concerns about the organization. Some areas of concern may in fact be a weakness
within the delivery system, while some weaknesses may also be misperceptions based upon
a lack of information, understanding, or incorrect information.
Areas of Community Concern about Clayton County Fire & Emergency Services
(verbatim, in priority order)
1. Workforce: Adequate force members to provide responses in timely manner.; Higher pay for
fire and emergency personnel.; Promotion - based on performance alone and NOT race or
affirmative action.; Understaffed.; Might be understaffed.; A department that closely reflects
the Clayton County community, which is over 60% African American. (Diversity)
2. Response times: Quick response to emergencies; Fast accurate response. Time.
3. Hydrants: Lack of fire hydrants for older neighborhoods.; How often are the fire hydrants
checked?; Annual check-ups of fire hydrants?
4. Training: Trained fire safety and EMS.; Education and training for all employees.; Might be
under-trained.; Offer once a year FREE CPR classes, if possible.; The EMS service needs more
training on how to communicate with the citizens they are servicing.
5. Ensure funds spent have most direct use to protect and service public.; Funding for all
aspects of CCFES.; County funding.; Fundraising and ease of manpower to raise funds.
6. Some type of annual event for communities.; Visits to neighborhood meeting to education
residents.; Community engagement.
7. None: None at this time.; Department does excellent job.
8. Complying with code of ethics.; Character off the job matters.; Might have a non-caring
attitude.; Firemen being nice and explaining situation.
9. Cell Phones: Stricter cell phone policy.; Should not be able to carry personal cell phones.
10. Watch out for burning in yards.; Sending out written instructions to county residents about
burning issues and ordinances.; Steep fines and only one warning for burning when not
supposed to.
11. Best care.; Make sure you can take care of situation before you leave.
12. Distribution: How far from residents.; Number of fire stations in the county.
13. Needs of non-English speaking people.
14. Always have a backup with ambulance available.
15. Slowing down a little on Riverdale Road. People are always crossing the street. I’m afraid
someone is going to be hit.
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16. Let us know when the fire trucks are coming. Why have they not combined with the police
department, because people are getting hurt or killed. We need them to stop traffic so no one
will get hurt.
17. Get to right place -> right connection to 911.
18. Traffic trying to get to the location.
19. In case of tornado, how will the community be notified? There are no sirens.
20. Broader services offered.
21. Lack of support from community or other county departments.
22. Might have below-grade equipment.

Positive Community Feedback
The CPSE promotes the belief that, for a strategic plan to be valid, the community’s view on
the organization’s strengths must be established. Needless efforts are often put forth in overdeveloping areas that are already successful. However, proper utilization and promotion of
the strengths may often help the organization overcome or offset some of the identified
weaknesses.
Positive Community Comments about Clayton County Fire & Emergency Services
(verbatim, in no particular order)
 Always professional.
 Response time.
 Professionalism.
 Great response time.
 Good, friendly service and employees.
 Good leadership.
 Fire department came to my backyard explaining not to burn too much at one time and also
put out the fire for me (very nice).
 Very supportive leadership toward the community at large.
 High level of professionalism and organization.
 The department’s growth with the population and the new problems associated.
 Really like the N.P. idea for EMS.
 Every vehicle should have that drug overdose drug on it if they do not.
 Because I live close, response time is very good.
 Department always willing to participate with community (ex. events, training).
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 Attitudes always good with public.
 You all keep up the good work, may God be with you, always.
 Education of elementary children and bringing trucks and equipment for viewing and
questions.
 With personal experience, the young men were professional and showed caring concern.
 Personal experience = response time good. Did not have to wait long.
 Very pleased with new fire chief and his vision for Clayton County!!!
 Outstanding job performance.
 Willing to communicate.
 High visibility.
 Community risk reduction.
 Convenient location.
 Fire hydrant location.
 Community states always immediate response.
 Thankful for their assistance.
 Forward-thinking innovative fire chief.
 Moral of staff is positive and encouraging.
 CCFES recently received awards and positive recognition.
 Community treatment program a great asset to the county.
 Community education and touch-a-truck are excellent programs.
 I haven’t had a lot of engagement with my fire dept.
 The EMS service needs more training on how to communicate with the citizens they are
servicing.
 Clayton County Police [Fire] Department is one of a kind, great service, fast and efficient.
 Thank you, this was great.
 Excellent training and response of our fire department.
 Personnel are very interested in community and make time for our concerns.
 Fire services always respond in a timely and professional results.
 Communication with neighborhood.
 Communication with police dept.
 I came to the firehouse and the chief was so polite, professional, and personable.
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 Timely response with professionally trained staff.
 Leader in excellence in metro area.
 Innovative professional leaders.
 Friendly/personable staff! 

Other Thoughts and Comments
The Community was asked to share any other comments they had about CCFES or its
services. The following written comments were received:
Other Community Comments about Clayton County Fire & Emergency Services
(verbatim, in no particular order)
 Would like to see an education program for the public to respect emergency vehicles and move
out of the way so they can perform their work.
 I think the fire/EMS service needs more programs to engage with the citizens before an
emergency happens. Training for the citizens and EMS service is greatly needed (how to handle
an emergency, the first thing of importance, etc.)
 Since Chief Merkison was announced as chief, in my opinion, CCFES has taken off in an onward
and upward trek toward excellence and greatness. I applaud him and his staff for their vision to
make our county a wonderful place to live, work, and play.
 Will our community be able to tour this facility?
 Thanks for allowing community involvement in this process.
 In a perfect world, the fire department will be an extension of the community in every personal
sense. Would like to see sponsored public relations events – geared toward individual or
specific community areas.
 I have lived in Clayton County for 48 years. Have never been reminded by the fire department
to check my smoke alarm batteries. This is probably due to lack of community involvement.
Postcard? Signage? Street visits by fire truck?
 Thank you.
 Thank you for doing a great job.
 Thank you for the invite!
 We have two fire stations; which one to call or request? Phone number of nearest station.
 Praying for their safety.
 Keep up the great work!!
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Internal Stakeholder Group Findings
The internal stakeholder work sessions were conducted over the course of three days. These
sessions served to discuss the organization’s approach to community-driven strategic
planning, with focus on the agency’s Mission, Values, Core Programs and Support Services, as
well as the organization’s perceived Strengths, Weaknesses, Opportunities, and Threats. The
work sessions involved participation by the broad organization representation in
attendance, as named and pictured below.
Clayton County Fire & Emergency Services Internal Stakeholder Representatives
Steve Baran
Battalion Chief

Chris Bowen
Lieutenant

Frank Clackum
Captain

Michael Cooper
Firefighter

Jeff Davis
Lieutenant

Jacque Feilke
Deputy Chief

Nick Ferrell
Captain

Anthony Grimaldi
Battalion Chief

Tamara Hindes
Firefighter

Lionell Hollis
Firefighter

David King
Assistant Chief

Nicklaus Ledford
Sergeant

Codi Lowman
Principle Secretary

Jeff McHenry
Battalion Chief

Nicholas Norton
Sergeant

Jared Ojeda
Sergeant

Terry Page
Battalion Chief

Christopher Plessy
Sergeant

Laura Richardson
Captain

Tim Sweat
Assistant Chief

Deonte Thornton
Lieutenant

Darius Wilson
Lieutenant

Lorenzo Wyatt
Lieutenant

Tom Yoders
Captain

Agency Internal Stakeholders
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Mission
The purpose of the mission is to answer the questions:
 Who are we?

 Why do we exist?

 What do we do?

 Why do we do it?

 For whom?

A workgroup met to revisit the existing mission and, after ensuring it answered the
questions, the consensus was to keep the mission as previously developed.

Clayton County Fire & Emergency Services
is committed to providing our community with a safe place to live, work, and play
through cutting edge emergency response and education
delivered with compassion and professionalism.

Internal Stakeholders Work Sessions

Values
Values embraced by all members of an organization are extremely important, as they
recognize the features that make up the personality of the organization. The agency’s
internal stakeholders agreed to the following:

Honor: To serve with respect in a safe and professional manner.
Courage: To overcome adversity through training, instinct, and compassion for others.
Commitment: To provide excellence in every endeavor.
The Mission and Values are the foundation of this organization. Thus, every effort will be
made to keep these current and meaningful so that the individuals who make up Clayton
County Fire & Emergency Services are guided by them in the accomplishment of the goals,
objectives, and day-to-day tasks.
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Programs and Services
The agency’s internal stakeholders identified the following core programs provided to the
community, as well as many of the services that enable the organization to deliver those
programs:
Core Programs of Clayton County Fire & Emergency Services
 Fire Suppression  Emergency Medical Services

 Fire Investigation, Cause and Origin

 Technical Rescue  Community Risk Reduction

 Community Treatment Program

 Tactical Medic

 Public Fire and Life Safety Education

 Hazardous Materials Mitigation

 Disaster Preparedness Planning and Response
Supporting Services of Clayton County Fire & Emergency Services
 Local Hospitals

 Law Enforcement

 Board of County Commissioners

 Fleet Maintenance

 Air Transport

 Atlanta Regional Commission

 Parks and Recreation

 Wrecker Service

 Transportation and Development

 American Heart Association  Public Works

 Environmental Protection Agency

 American Red Cross

 Poison Control

 Mobile Assistance Vehicle from Atlanta

 Water Authority

 Utilities

 Georgia Emergency Management Agency

 Victims Assistance

 Regional Health

 Highway Emergency Response Operators

 Language Lines

 Local Businesses

 Area Transportation Services

 Local Churches

 Forestry (State)

 Georgia Public Safety Training Facility

 Center for Disease Control

 National Registry

 Federal Bureau of Investigation

 National Response Center

 County Finance

 Georgia Department of Public Health

 State Fire Marshal Office

 Mutual/Auto Aid

 Georgia Bureau of Investigations

 International Fire Code

 National Guard

 United States Marshal’s Office

 Georgia Search and Rescue  Public Health

 National Fire Protection Agency

 National Weather Service

 County Purchasing  Alcohol Tobacco and Firearms

 Housing Authority

 Dispatch (911)

 Federal Emergency Management Agency

 Educational Facilities

 County legal

 Center for Domestic Preparedness

 State Representatives

 Judicial System

 Environmental Protection Division

 Medical Examiner’s Office

 Local Restaurants

 Citizens Emergency Response Team

 Drug Enforcement Agency

 Time Task Force

 Federal Aviation Administration

 Georgia Mutual Aid Group

 School Systems

 Chemical Transportation Emergency
Center (CHEMTREC)

 Georgia Firefighter Standard Training Council
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S.W.O.T. Analysis
The Strengths, Weaknesses, Opportunities, and Threats (SWOT) analysis is designed to have
an organization candidly identify its positive and less-than-desirable attributes. Internal
stakeholders participated in this activity to record their strengths and weaknesses, as well as
the possible opportunities and potential threats.

Strengths
It is important for any organization to identify its strengths in order to assure that it is
capable of providing the services requested by the community and to ensure that strengths
are consistent with the issues facing the organization. Often, identification of organizational
strengths leads to the channeling of efforts toward primary community needs that match
those strengths. Programs that do not match organizational strengths, or the primary
function of the organization, should be seriously reviewed to evaluate the rate of return on
staff time and allocated funds.

Internal Stakeholders Work Session
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Through a consensus process, the internal stakeholders identified the agency’s strengths as
follows:
Strengths of Clayton County Fire & Emergency Services
Our personnel

Leadership

Multi-tier EMS response capabilities
 12 ALS transport units
 3 Community treatment units (CTU)
 Critical Care Paramedic Program
 SWAT Medics
 Bike Medics
 Mobile integrated health

Fire Suppression

Fire Recruit Training

Updated technology

Emergency Management Agency (CCFES)

Technical Rescue

HazMat response capability

Employment and educational incentives

Honor Guard

Clayton Fire Network

EMS training

Public Safety Education

No Line of Duty Deaths (LODD)

Fire Investigations

Fire Safety Surveys
Southern Regional Medical Center (having a hospital
in community)
Internal informational technology personnel

DECON
Community Emergency Response Team
(CERT) Program
Field Training Officer (FTO) Program

Recruitment incentives

Best water supply (CCWA)

Opportunities for advancement (promotions)

Reliable radio communication

Fiscally responsible and stable

Open communication

Good customer service

Chaplain

Established Emergency Operations Center (EOC)

New medical director

Employee Assistance Program (EAP)

Alternative work (light duty)

Employee benefits (good retirement plan)

Good geographic center

Good internal relations (CCPD, Riverdale)

Good community involvement

Infectious Disease Transport Network (IDTN) Team

Training ground

Radio system

Minimal complaints vs. call volume

Safety awareness

Progressive department

Safe aggressive fire tactics

Our professionalism

Fostering family atmosphere

Support of County Commission

Facilities
Regional Training Center
Response times
Newer apparatus
Educational Growth and Development
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Weaknesses
For any organization to either begin or to continue to move progressively forward, it must
not only be able to identify its strengths, but also those areas where it functions poorly or not
at all. These areas of needed enhancements are not the same as threats to be identified later
in this document, but rather those day-to-day issues and concerns that may slow or inhibit
progress. The following items were identified by the internal stakeholders as weaknesses:
Weaknesses of Clayton County Fire & Emergency Services
Young department (minimal experience)

Not enough multi-company training

Inefficiency in delegating duties
Feeling of not being able to give 100% to
every assigned task
Operational inefficiencies because of:
 Need for additional paramedics
 Need for drivers
 Need for additional fire stations

Span of control
Minimal hands on training (i.e. too much
television training)
Lack of burn building
Lack of connectivity in fire apparatus
technology
Minimal succession training at company level

Minimal quality assurance (EMS and fire)
Crumbling infrastructure (i.e. Toughbook’s,
printers)
Insufficient HazMat training
Other county departments (their actions
affect our job)
Lack of language diversity

Building infrastructure
Resource stretched too thin (ambulance
FTO’s)
Working space/logistic space
Fleet replacement (funding stream) and
equipment
Lack of annual merit increases

Burn out on job

HazMat funding
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Opportunities
The opportunities for an organization depend on the identification of strengths and
weaknesses and how they can be enhanced. The focus of opportunities is not solely on
existing service, but on expanding and developing new possibilities both inside and beyond
the traditional service area. The internal stakeholders identified the following potential
opportunities:
Opportunities for Clayton County Fire & Emergency Services
Accreditation (Fire & EMS)

Use of apps (e.g.: Ready Clayton)

ISO

Economic and Community Development

Regional Training Center (money)

Critical Care Transports

Partnerships
Training Opportunities (Clinical MOUs,
NREMT, etc.)
State Law (changes for CTU)

TV and Film Industry
Networking with other special operations
departments
MOUs (Community Resources)

State & Local Officials and Meetings

Fire Recovery USA (Cost Recovery)

Grants

Andres Medical Billing

Special Purpose Local Option Sales Tax

Tuition reimbursement

Media

CCTV (channel 23)

Social Media

State Representatives

Public Affairs Events

Hartsfield Airport

External Awards and Recognitions

Airport expansion

Local and National Vendor Partnerships

Internal Stakeholders Work Session
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Threats
By recognizing possible threats, an organization can reduce the potential for loss.
Fundamental to the success of any strategic plan is the understanding that threats are not
completely and/or directly controlled by the organization. Some of the current and potential
threats identified by the internal stakeholders were as follows:
Potential Threats to Clayton County Fire & Emergency Services
External relationships with other agencies
Community misperception among other
agencies
Private EMS

Negative ISO rate change
Other career choices (nursing school, utility
companies)
Unfunded mandates

Social Media / Public Media

NFPA standards (federal standards)

Outside recruitment incentives

Economy

Poor economy / tax revenue

Traffic

Airport expansion

Distracted drivers

Annexations (city)

Cyber threats

Hospitals (closing, policy changes, etc.)

Internal Stakeholders Work Session
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Critical Issues and Service Gaps
Following the identification and review of the agency’s SWOT, two separate groups of
internal stakeholders met to identify themes as primary critical issues and service gaps.
Critical Issues and Service Gap Identified by Internal Workgroups
Communication
Physical Resources
-Public perception
-Hire our own vehicle mechanics
- Smoke detector, car seats, etc.
(standardize fleet)
- Educate on response time
-Building more stations
- Educate on burn mandate
-Burn building
-Open House
-Expand mobile integrated health
program
Technology
-Paperless – PCR, drug replacement, evaluations,
Staffing and Retention
inspections, time swap, training request
-Need more certified paramedics,
-Toughbooks
EMT’s, drivers, etc.
-Internet (fiber optic) in stations (servers)
-Pay incentives
Dedicated funding (capital improvement)
-Merit increases
-Building infrastructure
Training
-Fleet replacement schedule
-Officer development
-Specialty funding program
-Succession planning
-Burn building
-Enhanced driver training
Workforce Planning
-Paramedic training
-Pay -Retention (medics)
-Career path (probation->chief) succession training
(ops)
Training
- Gap in time certified
-AEMT class length
-Insufficient staffing in training department
-Lack of medics; drivers passing DMV test
-Training entering data (FH, PCR)
-Drill-filled training (multi-company), HazMat
-Customer service (diversity, professional)
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Strategic Initiatives
Based upon all previously captured information and the determination of critical issues and
service gaps, the following strategic initiatives were identified as the foundation for the
development of goals and objectives.
Clayton County Fire & Emergency Services Strategic Initiatives

Workforce Planning
Internal and External Communications

Training
Technology

Physical Resources
Accreditation

Goals and Objectives
To continuously achieve the mission of CCFES,
“Goals allow you to control the
realistic goals and objectives with timelines for
direction of change in your favor.”
completion must be established to enhance
Brian Tracy,
strengths, address identified weaknesses, provide a
Author
clear direction, and address the concerns of the
community. These should become a focus of CCFES’s efforts, as they will direct the
organization to its desired future while having reduced the obstacles and distractions along
the way. Leadership-established work groups should meet and manage progress toward
accomplishing these goals and objectives, and adjust timelines as needs and the environment
change. Regular reports of progress and changes should be shared with CCFES leadership.

Internal Stakeholders Work Session
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Goal 1
Objective
1A

Strengthen and improve training programs to enhance
professional growth and development.

BOC Pillar: Growth
Management

Improve fire officer programs to strengthen current and
future leaders.

BOC Pillar: Growth
Management

Timeframe 1 year - ongoing

Assigned to: Deputy Chief of Training

 Identify areas of weakness through a skills assessment.
 Utilize results of skills assessment to improve fire officer classes.
Critical
 Create continuing education modules for currently certified personnel including: fire
Tasks
ground operations, Operative IQ, and FIREHOUSE data entry
 Develop a policy regarding completion of these modules.
Funding
Capital Costs: None
Consumable Costs: Budget Approved
Estimate
Personnel Costs: In House
Contract Services Costs: None
Implement continuous quality improvement program to
Objective
BOC Pillar: Growth
identify strengths and weaknesses in EMS continuing
1B
Management
education.
6 months from
Timeframe
Assigned to: Deputy Chief of EMS
approval - ongoing
 Establish a continuous quality improvement (CQI) committee.
 Research PCR’s, patient outcomes, skill success, and any other data needed to determine
strengths and weaknesses.
Critical
 Develop a knowledge assessment test for each level of certification.
Tasks
 Require all certified employees to complete the knowledge assessment.
 Develop a remediation program.
 Require employees to complete remediation if score is less than 70%.
Funding
Capital Costs: None
Consumable Costs: Budget Approved
Estimate
Personnel Costs: In House
Contract Services Costs: None
Objective Establish an endorsement-based driver’s training program
BOC Pillar: Growth
1C
to standardize and improve apparatus operations.
Management
Timeframe 1-2 years

Critical
Tasks

Funding
Estimate

Assigned to:

Deputy Chief of Training








Create curriculum for pump operator certification that utilizes NPQ.
Create a curriculum for aerial operations.
Create a curriculum for tiller operations.
Revise SOG pertaining to driver’s certifications.
Create a task book for driving an ambulance.
Require personnel (going forward) to complete task book prior to being released to
drive an ambulance.
Capital Costs: None
Consumable Costs: Budget Approved
Personnel Costs: In House
Contract Services Costs: None
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Objective
1D
Timeframe

Create and implement a career track guide to promote
succession planning.
3 months from approval

Assigned to:







BOC Pillar: Growth
Management

Deputy Chief of Training

Develop a career track guide for Fire Marshal Office.
Develop a career track guide for Training Division.
Develop a career track guide for Logistics.
Critical
Develop a career track guide for Office of Professional Standards.
Tasks
Develop a career track guide for Operations Division for all positions that includes
Technical Rescue, SWAT Medic, Bike Medic, and Paramedic.
 Implement new career track guides.
Funding
Capital Costs: None
Consumable Costs: Existing Budget
Estimate
Personnel Costs: In House
Contract Services Costs: None
Objective Enhance fire based performance training programs to
BOC Pillar: Growth
1E
improve service delivery.
Management
1 year from approval Timeframe
Assigned to: Deputy Chief of Training
ongoing
 Create and conduct multi-company drill scenarios that meet NFPA 1410 standard.
Critical
 Create and conduct multi-company HazMat drill scenarios that meet NFPA standards.
Tasks
 Evaluate scenario training drills and reuse/revise as needed.
Funding
Capital Costs: None
Consumable Costs: Existing Budget
Estimate
Personnel Costs: In House
Contract Services Costs: None
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Goal 2

Objective
2A
Timeframe
Critical
Tasks

Funding
Estimate
Objective
2B
Timeframe
Critical
Tasks
Funding
Estimate

Retain staffing of certified employees through
competitive wages, on-going training, and career
advancement opportunities.

BOC Pillar: Growth
Management

Develop competitive compensation packages that will
provide economic opportunities by offering education
incentives, sign-on bonuses, and pay increases for
certifications that will lead to employee retention.

BOC Pillar: Fiscal
Management
Responsibility

FYE17–FYE19

Assigned to:

Office of the Fire Chief

 Research pay scales in the surrounding Metro Atlanta area fire departments.
 Research (internally) education/certification levels.
 Partner with County Human Resources to develop research.
 Present compensation plan to Board of Commissioners.
 Implement plan upon approval.
Capital Costs: None
Personnel Costs: PHASE 1, FYE17 completed Consumable Costs: None
PHASE 2, FYE18, est. $60,665;
Contract Services Costs: None
PHASE 3, FYE19, est. $185,045
Market existing training programs that will attract additional
BOC Pillar: Economic
AEMT’s, paramedic’s, and certified firefighters to ensure
Opportunity
adequate staffing as well as create revenue opportunities.
FY18-FY20

Assigned to:

Deputy Chief of Professional Standards

 Sustainment of training opportunities within the department.
 Research current AEMT course.
 Revamp current hiring/training process (EMT school BEFORE fire as job requirement).
 Establish clearly defined relief driver course for all apparatus. (5%)
 Less use of adjunct instructors for critical courses (EMT/paramedic).
Capital Costs: None
Consumable Costs: Existing Budget
Personnel Costs: In House
Contract Services Costs: None
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Goal 3
Objective
3A
Timeframe

Critical
Tasks

Funding
Estimate
Objective
3B
Timeframe

Develop, construct, and maintain our infrastructure
facilities and fleet.

BOC Pillar:
Governance

Enhance the fleet management program to improve the
longevity and turnaround time of apparatus.

BOC Pillar: Fiscal
Management

4 years

Assigned to:

Assistant Chief/CFO

 Develop, implement, and publish a fleet replacement schedule.
 Research the viability of a departmental fleet maintenance program.
 Conduct a market analysis to determine the personnel costs of hiring apparatus mechanics.
 Determine costs of constructing and maintaining a fleet maintenance facility.
 Present results of study to fire department leadership and Board of County Commissioners.
 Execute the plan.
Capital Costs: To be determined
Consumable Costs: To be determined
Personnel Costs: In House
Contract Services Costs: To be determined
Identify service gaps through standard of cover evaluation.
3-5 years

Assigned to:

BOC Pillar: Governance

Assistant Chief/COO

Funding
Estimate
Objective
3C

 Research current response times throughout the community.
 Identify areas within the community needing additional coverage.
 Address any identified needs to construct additional stations, and add apparatus and
personnel if needed.
Capital Costs: None
Consumable Costs: Existing Budget
Personnel Costs: In House
Contract Services Costs: None
Improve the department’s regional training capabilities by
BOC Pillar: Economic
identifying the need for additional on-site training structures. Opportunity

Timeframe

3 years

Critical
Tasks

Critical
Tasks
Funding
Estimate

Assigned to:

Deputy Chief of Training

 Identify the needs for the department as well as other outside agencies.
 Research the various capabilities for multiple agencies, professions, and disciplines.
 Research the capabilities of identified training structures to also create a revenue source.
 Implement results of the study.
Capital Costs: To be determined
Consumable Costs: None
Personnel Costs: In House
Contract Services Costs: None
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Goal 4
Objective
4A
Timeframe

Establish and maintain modern technology to assist
daily operations and functions of the department.

BOC Pillar:
Growth
Management

Determine appropriate information technology hardware
requirements to support department needs.

BOC Pillar: Fiscal
Management

2 years

Assigned to:

Technical Services Division

Funding
Estimate
Objective
4B

 Research hardware that is current and available.
 Develop minimal requirement hardware options.
 Submit bid for approval for purchase.
 Set up and test hardware.
 Develop hardware SOG’s.
 Educate and implement hardware to personnel.
 Distribute hardware for operational use.
 Evaluate effectiveness of hardware annually.
Capital Costs: To be determined
Consumable Costs: Existing Tech Budget
Personnel Costs: In House
Contract Services Costs: To be determined
Determine appropriate information technology software
BOC Pillar: Fiscal
requirements to support department needs.
Management

Timeframe

1 year

Critical
Tasks

Critical
Tasks

Funding
Estimate
Objective
4C
Timeframe

Critical
Tasks

Funding
Estimate

Assigned to:

Technical Services Division

 Research software that is current and available, including paperless system.
 Develop minimal requirement software options.
 Submit bid for approval for purchase.
 Set up and test software.
 Develop software SOG’s.
 Educate and implement software to personnel.
 Install and distribute software for operational use.
 Evaluate effectiveness of software annually.
Capital Costs: None
Consumable Costs: Existing Fire Budget
Personnel Costs: In House
Contract Services Costs: Existing Fire Budget
Determine appropriate information technology infrastructure
BOC Pillar: Fiscal
requirements to support department needs.
Management
1 year

Assigned to:

Technical Services Division

 Research infrastructure that is current and available.
 Develop minimal requirements for infrastructure options.
 Submit contract bid for approval for purchase.
 Set up and test the infrastructure lines.
 Develop infrastructure SOG’s.
 Educate and implement infrastructure to personnel.
 Install infrastructure to operational use.
 Evaluate effectiveness of infrastructure annually.
Capital Costs: S.P.L.O.S.T.
Consumable Costs: Existing budget
Personnel Costs: In House
Contract Services Costs: None
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Goal 5

Enhance utilization of communication pathways to
improve efficiencies within the department;
implementation of public awareness campaigns to
better inform the community.

BOC Pillar:
Communication
and Image

BOC Pillar:
Communication and
Image
Deputy Chief of Professional
Timeframe 1-5 years
Assigned to:
Standards/DC Operations Division
 Develop a program that educates personnel on the importance of utilizing internal
communication vessels.
Critical
Tasks
 Implement program.
 Re-evaluate program through feedback.
Funding
Capital Costs: None
Consumable Costs: Existing Fire/EMS Budget
Estimate
Personnel Costs: In House
Contract Services Costs: None
BOC Pillar:
Objective Enhance external communications with the community by
Communication and
5B
developing an external communication strategy.
Image
Objective
5A

Timeframe

Improve the utilization of existing internal communication
vessels to ensure consistent information.

1 year

Assigned to:

Emergency Management Agency

 Identify the key components of a strategic external communication plan.
 Research community concerns and identify avenues to reach them more effectively.
 Execute strategies identified in community research.
Funding
Capital Costs: None
Consumable Costs: Existing Fire/EMS Budget
Estimate
Personnel Costs: In House
Contract Services Costs: None
BOC Pillar:
Objective
Improve the image of the department in the eye of the public.
Communication and
5C
Image
6 months from approval Timeframe
Assigned to: Deputy Chief of Professional Standards
ongoing
 Open house demonstrations to raise public awareness/customer service.
Critical
 CCTV (channel 23) videos broadcast that inform the public (awards videos, reminders, etc.).
Tasks
 Flyers handed out at community events and county meetings (smoke detectors, fire
extinguishers, etc.)
Funding
Capital Costs: None
Consumable Costs: Existing Fire/EMS Budget
Estimate
Personnel Costs: In House/County
Contract Services Costs: None
Critical
Tasks
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Goal 6
Objective
6A
Timeframe
Critical
Tasks
Funding
Estimate
Objective
6B
Timeframe

Prepare for, pursue, achieve and maintain
international accreditation

BOC Pillar:
Governance

Form committees as needed to pursue and maintain
accreditation.

BOC Pillar: Governance

Complete

Assigned to:

Deputy Chief of Professional Standards

 Establish committee member criteria.
 Determine the composition of the committee.
 Develop and complete the selection process.
Capital Costs: None
Consumable Costs: None
Personnel Costs: In-house
Contract Services Costs: None
Prepare a community-driven strategic plan.
Completed

Assigned to:

BOC Pillar: Governance
Deputy Chief of Professional Standards

Funding
Estimate
Objective
6C

 Hold an external stakeholder meeting where community members provide feedback on
program priorities, service expectations, departmental concerns and strengths perceived
about the fire department.
 Provide internal stakeholder work sessions to evaluate and update if necessary the mission,
vision and values, to determine internal strengths and weaknesses, external opportunities
and threats, establish critical issues and service gaps, determine goals and objectives to
achieve over five years.
 Determine a work plan for the accomplishment of each goal and implement the plan.
 Annually evaluate objectives accomplished with the plan.
 Report annual plan progress to internal and external stakeholders.
Capital Costs: None
Consumable Costs: Included in Contract
Personnel Costs: In House
Contract Services Costs: $14,700
Conduct a community hazards and risk assessment, and
BOC Pillar: Governance
publish a Community Risk and Standards of Cover document.

Timeframe

6 – 12 months

Critical
Tasks

Critical
Tasks

Funding
Estimate

Assigned to:

Deputy Chief of Professional Standards

 Obtain instruction on hazard and risk assessment, and standards of cover document
preparation.
 Perform community hazards and risk assessment.
 Evaluate historical community emergency response performance and coverage.
 Establish benchmark and baseline emergency response performance objectives.
 Establish and publish Standards of Cover.
 Maintain, and annually update the Standards of Cover document.
Capital Costs: None
Consumable Costs: Existing Budget
Personnel Costs: In House
Contract Services Costs: None
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Objective
6D
Timeframe

Conduct and document a self-assessment of the department
utilizing the CPSE/CFAI Fire and Emergency Services SelfAssessment Manual criteria.
6 months

Assigned to:

BOC Pillar: Governance

Deputy Chief of Professional Standards

Funding
Estimate
Objective
6E

 Obtain instruction on writing a CFAI self-assessment manual.
 Assign self-assessment manual category and criterion writing to the agency accreditation
committee/team members as appropriate.
 Review self-assessment and ensure all reference items are in order.
Capital Costs: None
Consumable Costs: Annual Fire Budget
Personnel Costs: In House
Contract Services Costs: None
Achieve agency accreditation by the Commission on Fire
BOC Pillar: Governance
Accreditation International.

Timeframe

FYE18

Critical
Tasks

Assigned to:

Deputy Chief of Professional Standards

Funding
Estimate
Objective
6F

 Apply for “Candidate Agency” status with the Commission on Fire Accreditation
International.
 Prepare for CFAI Peer Assessor Team visit.
 Upload Strategic Plan, Standards of Cover and Self-Assessment Categories and Criterion for
review and comment by CFAI Peer Team.
 Host CFAI Peer Team site visit for accreditation review.
 Receive CFAI Peer Team recommendation to CFAI for Accredited status.
 Receive an Accredited status vote in the CFAI hearings, achieving International Accreditation.
Capital Costs: None
Consumable Costs: Annual Fire Budget
Personnel Costs: In House
Contract Services Costs: None
Maintain agency accreditation with the Commission on Fire
BOC Pillar: Governance
Accreditation International.

Timeframe

Ongoing

Critical
Tasks

Critical
Tasks

Funding
Estimate

Assigned to:

Deputy Chief of Professional Standards

 Submit required Annual Compliance Reports.
 Attend regularly scheduled CFAI “Dayroom Discussion” web-meetings to ensure continued
education on the CFAI model.
 Participate in the accreditation process by providing “peer assessors” for external agency
review and identification of possible best practices.
 Participate in the annual CPSE Excellence Conference for continued education and
networking with other accreditation teams and accredited agencies.
 Submit Annual Compliance Reports as required by CFAI policies.
 Establish succession development of internal accreditation team in preparation for next
accreditation cycle.
Capital Costs: None
Consumable Costs: FYE19,20,21,22
Personnel Costs: In House
Contract Services Costs: None
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Vision
On the final day of the process, the CPSE presented the agency with a vision of where the
organization will be in the future, if the strategic plan is accomplished. This vision is intended
as a target of excellence to strive toward, and provides a basis for its goals and objectives.

As Clayton County Fire & Emergency Services strives to maintain a reputation of
exceptional service delivery, it is our vision that, by 2021,
we shall be widely known for the Honor, Courage and Commitment we demonstrate in
the provision of world-class service to our community.

Clayton County Fire & Emergency Services will realize greater stakeholder satisfaction
through ever-improving communications.

Citizens and visitors alike will have a safe place to live, work and play as a result of our
department’s highly-trained and appropriately equipped personnel serving from safe and
well distributed facilities.

From industry best practices, we seek to employ new and reliable technologies that will
support quality operations and daily tasks.

Every

employee will benefit from enriched workforce planning designed to
appropriately recognize all aspects of job performance and compensation.

Safety will continue to be our number one priority, and will be further enhanced through
the planning and execution of a physical resources plan designed specifically with
firefighter health and safety in mind.
By meeting or exceeding the needs and expectations of our stakeholders, delivering our
mission, living our values, and accomplishing our goals, we shall bring this vision to
fruition.
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Performance Measurement
To assess and ensure that an organization is
 If you don’t measure the results of your
delivering on the promises made in their
plan, you can’t tell success from failure.
strategic plan, the organization’s leaders
 If you can’t see success, you can’t reward it.
must determine performance measures for
 If you can’t reward success, you’re
which they are fully accountable. As output
probably rewarding failure.
measurement can be challenging, the
 If you can’t see success, you can’t learn
organization must focus on the assessment
from it.
of progress toward achieving improved  If you can’t recognize failure, you can’t
output. Jim Collins states, “What matters is
correct it.
not finding the perfect indicator, but settling  If you can demonstrate results, you can
upon a consistent and intelligent method of
win public support.
Reinventing Government
assessing your output results, and then
David Osborn and Ted Gaebler
tracking your trajectory with rigor.”3
Organizations must further be prepared to revisit and revise their goals, objectives, and
performance measures to keep up with accomplishments and environmental changes.
. . . successful strategic planning requires continuing review of actual accomplishments in
comparison with the plan . . . periodic or continuous environmental scanning to assure that
unforeseen developments do not sabotage the adopted plan or that emerging
opportunities are not overlooked. 4
To establish that the agency’s Strategic Plan is achieving results, performance measurement
data will be implemented and integrated as part of the plan. An integrated process, known as
“Managing for Results,” will be utilized, which is based upon:
 The identification of strategic goals and objectives;
 The determination of resources necessary to achieve them;
 The analyzing and evaluation of performance data; and
 The use of that data to drive continuous improvement in the organization.

3
4

Collins Good to Great and the Social Sectors. Boulder, 2009
Sorkin, Ferris and Hudak. Strategies for Cities and Counties. Public Technology, 1984.
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A “family of measures” typically utilized to indicate and measure performance includes:
 Inputs - Value of resource used to produce an output.
 Outputs – Quantifiable units produced which are activity-oriented and measurable.
 Efficiency - Inputs used per output (or outputs per input).
 Service Quality - The degree to which customers are satisfied with a program, or how
accurately or timely a service is provided.
 Outcome - Qualitative consequences associated with a program/service; i.e., the
ultimate benefit to the customer. Focused on the “why” of providing a service.

The Success of the Strategic Plan
The agency has approached its desire to develop and implement a strategic plan by asking
for and receiving input from the community and members of the organization during the
development stage of the planning process. To assist in the development of this plan, the
agency used professional guidance to conduct a community-driven strategic planning
process. The success of this strategic plan will not depend upon implementation of the goals
and their related objectives, but from support received from the authority having
jurisdiction, the members of the organization, and the community-at-large.
“No matter how much you have achieved, you will always be merely good
relative to what you can become. Greatness is an inherently dynamic
process, not an end point.”
Good to Great and the Social Sectors
Jim Collins

Provided the community-driven strategic planning process is kept dynamic and supported
by effective leadership and active participation, it will be a considerable opportunity to unify
internal and external stakeholders through a jointly developed understanding of
organizational direction; how all vested parties will work to achieve the mission, goals, and
vision; and how the organization will measure and be accountable for its progress and
successes.5

5

Matthews (2005). Strategic Planning and Management for Library Managers
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Glossary of Terms, Acronyms, and Initialisms
Accreditation A process by which an association or agency evaluates and recognizes a
program of study or an institution as meeting certain predetermined
standards or qualifications. It applies only to institutions or agencies and
their programs of study or their services. Accreditation ensures a basic level
of quality in the services received from an agency.
AEMT

Advanced Emergency Medical Technician

CFAI

Commission on Fire Accreditation International

CPSE

Center for Public Safety Excellence

Customer(s)

The person or group who establishes the requirement of a process and
receives or uses the outputs of that process; or the person or entity directly
served by the department or agency.

Efficiency

A performance indication where inputs are measured per unit of output (or
vice versa).

EMS

Emergency Medical Services

EMT

Emergency Medical Technician

Environment

Circumstances and conditions that interact with and affect an organization.
These can include economic, political, cultural, and physical conditions
inside or outside the boundaries of the organization.

FTO

Field Training Officer

Input

A performance indication where the value of resources are used to produce
an output.

ISO

Insurance Services Office

Mission

An enduring statement of purpose; the organization's reason for existence.
Describes what the organization does, for whom it does it, and how it does
it.

MOU

Memorandum of Understanding

NPQ

National Board on Fire Service Professional Qualifications

NREMT

Nationally Registered Emergency Medical Technician
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Outcome

A performance indication where qualitative consequences are associated
with a program/service; i.e., the ultimate benefit to the customer.

Output

A performance indication where a quality or number of units produced is
identified.

PCR

Patient Care Report

Performance

A specific measurable result for each goal and/or program that indicates

Measure

achievement.

SOG/SOP

Standard Operating Guideline; Standard Operating Procedure/Policy

Stakeholder

Any person, group, or organization that can place a claim on, or influence
the organization's resources or outputs, is affected by those outputs, or has
an interest in or expectation of the organization.

Strategic Goal A broad target that defines how the agency will carry out its mission over a
specific period of time. An aim. The final result of an action. Something to
accomplish in assisting the agency to move forward.
Strategic

A specific, measurable accomplishment required to realize the successful

Objective

completion of a strategic goal.

Strategic Plan A long-range planning document that defines the mission of the agency and
broadly identifies how it will be accomplished, and that provides the
framework for more detailed annual and operational plans.
Strategic
Planning

The continuous and systematic process whereby guiding members of an
organization make decisions about its future, develop the necessary
procedures and operations to achieve that future, and determine how
success is to be measured.

Strategy

A description of how a strategic objective will be achieved. A possibility. A
plan or methodology for achieving a goal.

Vision

An idealized view of a desirable and potentially achievable future state where or what an organization would like to be in the future.

Page 35

Works Cited
Collins, J. (2009). Good to Great and the Social Sectors. Boulder: Jim Collins.
Commission on Fire Accreditation International. (2009). Fire & Emergency Service SelfAssessment Manual. (8th Ed.)
Federal Benchmarking Consortium. (1997, February). Serving the American Public: Best
Practices in Customer-Driven Strategic Planning. Retrieved April 25, 2009, from GovInfo:
http://govinfo.library.unt.edu/npr/library/papers/benchmark/customer.html
Matthews, Joseph (2005). Strategic Planning and Management for Library Managers.
Libraries Unlimited.
Sorkin, Ferris, & Hudak. (1984). Strategies for Cities and Counties. Public Technology.

Page 36

