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Embracing a data-driven, strategic, 
technologically-oriented approach to 
facilitate and improve performance, 

customer experience, and service delivery.

Measuring performance, improvements, 
and results that are meaningful to our 

residents and customers.

Putting our customers first in designing, 
accessing, requesting, and using St. Louis 

County information and services.

Ensuring fairness and justice in managing 
operations, serving the public, distributing 
services, and implementing public policy.



Coordinated engagement events 
for St. Louis County employees 
were held beginning in April 2019, 
paralleling the rollout of an 
employee survey.

Employees were asked how to 
make St. Louis County both a 
stronger governing body and 
workplace. Employees had the 
chance to participate in the 
following ways: 
• 2019 Employee Survey 
• In-person listening sessions 
• Existing staff meetings
• Pop-up tables and booths
• Website question prompts
• Webinar 
• Drop boxes
• Dedicated email account 
• Post-event evaluation surveys 

In all, the employee engagement 
phase included 2,445 survey 
respondents and 44 events, with 
participant representation from all 
County departments. 

Gathering Input: 
by the numbers

44
Engagement 
Events

936 Engagement  Attendees

1,793
Open-ended responses

1
Employee Video72 Webinar 

Attendees

37Survey 
Questions

22Listening 
Sessions

24 Event 
Locations

2,445
Survey Respondents

17 
Themes 
Identified

4,335
Total number of full-time 
and part-time 
St. Louis County Employees

(66% of FTE)



2020 UPDATE
Projects In Progress

✓ Countywide data strategy
✓ Data-sharing between departments
✓ Enhance buy-in for data analysis 

and services 
✓ New, user-friendly website
✓ E-signatures 
✓ Implement electronic document 

management
✓ Improve IT service delivery

SMART

57% of respondents consider themselves 
proficient in the technology required for their 
jobs (see chart at left). 74% of respondents 
believe that technology will make their jobs 
easier and more effective in the future.

Employees like the work they do but think St. 
Louis County government could find smarter 
ways to conduct business by simplifying 
cumbersome processes and deploying new 
technologies in a more consistent and 
collaborative manner. 

W H A T  W E  D O  W E L L
When it comes to using technology at work, I would 
rate my skill level as:

471   responses

W h a t  E M P L O Y E E S  A R E  S AY I N G

Government

W H A T  W E  C A N  D O  B E T T E R
I have the opportunity to regularly improve my technology skills.



89% of employees surveyed are clear about their 
work priorities and like the work they do (88%). 
Happy employees equals happy customers. 

EFFECTIVE
Government

W h a t  E M P L O Y E E S  
A R E  S AY I N G

Employee dissatisfaction comes from myriad sources, of which pay is only one component, 
though the extreme frustration over lack of fair cost of living increases comes through 
clearly in the comments. Feedback also showed that there is a lack of empathetic 
policymaking to support employees in ways other than pay. The absence of codified 
support for families was a recurrent theme. Almost as many employees requested a policy 
for family leave to care for older adults in the family as they did for new parents (mothers 
and fathers, both). 

2020 UPDATE
Projects Completed
✓ 2-weeks of paid family leave 
✓ Minimum wage increase to 

$15/hour by 2022
✓ LinkedIn Learning professional 

development and online training
✓ Retained health insurance at no 

additional cost to employees

Projects In Progress
✓ Update of exiting policies
✓ Internal pay study

W H A T  W E  D O  W E L L

W H A T  W E  C A N  D O  B E T T E R



Most employees indicated that their 
departments do not use customer feedback 

to improve services or processes (44% 
Strongly Agreed/Agreed) nor do they use 

technology to make it easier for customers 
to do business with us (44% Strongly 

Agreed/Agreed).

Putting our customers first in designing, accessing, requesting, and 
using St. Louis County information and services.

Most respondents (77%) strongly 
agree/agree that their departments 

provide excellent customer service and 
that it is a central part of their job 

(see chart to the left).

We provide excellent customer 
service in my department.

W h a t  E M P L O Y E E S  A R E  S AY I N G

165   responses

CUSTOMER-CENTERED
Government

CUSTOMER-CENTERED
Government

W H A T  W E  D O  W E L L

W H A T  W E  C A N  D O  B E T T E R

2020 UPDATE
Projects Completed & In Progress

✓ Create a comprehensive plan for 
facilities

✓ Create more employee-friendly 
spaces

✓ Breast-feeding rooms
✓ Quiet rooms
✓ Changing stations in restrooms

✓ More online self-service tools
✓ Customer service representatives at 

the Administration building in Clayton



W H A T  W E  C A N  D O  B E T T E R
Out of the 3,463 selections, 1,027 or 29.7% of 
respondents said they are happy with their current level 
of engagement. This option was the most often selected, 
suggesting the need to explore equity-related issues in 
more depth. 

93% of employees surveyed Strongly 
Agree/Agree that they have a basic 
understanding of the concepts related 
to racial equity (see chart to the right).

Ensuring fairness and justice in managing 
operations, serving the public, distributing 
services, and implementing public policy.

W h a t  E M P L O Y E E S  A R E  S AY I N G

260   responses

I have a basic understanding 
of concepts related to racial 
equity.

I  w o u l d  b e c o m e  
m o r e  a c t i v e  i n  
a d v a n c i n g  e q u i t y  i f …

EQUITABLE
Government

W H A T  W E  D O  W E L L

2020 UPDATE
Projects Completed & In Progress

✓ Created the Office of Diversity, 
Equity and Inclusion

✓ Lunch ‘n Learns 
✓ Training opportunities 
✓ Established the Minority and 

Women-Owned Business 
Enterprise Program


