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INTRODUCTION
FROM THE 
DIRECTOR
Durham County OES Strategic 
Plan 2023-2028: 

Fostering resilience, innovation, 
and collaboration for a 
responsive and well-aligned 
future with stakeholders and the 
public.

Jim Groves
Office of Emergency Services

Effective implementation of the Strategic Plan will 

enable OES to move forward by forming stronger 

bonds of collaboration between each Division, our 

stakeholders, and the public we serve. At its core, the 

Strategic Plan documents the way toward building 

on program strengths, focuses on areas for 

improvement, and acts as a nexus for OES 

sustainability, innovation, and resilience. 

To guide the development of OES Strategic Plan, a 

Strategic Planning Team of 12-15 members solicited 

input from the entire OES team at all levels of the 

organization, as well as community stakeholders. 

The Team sent out surveys, conducted a SWOT and 

Diamonds and Stones analysis, collected and 

synthesized data, identified major themes, and 

created this inaugural Strategic Plan. It is designed as 

a short, mid, and long-term guide that will assist the 

It is my distinct privilege to introduce the Durham 

County Office of Emergency Services (OES) Strategic 

Plan 2023-2028. It was developed as a collaborative 

effort among a team of OES volunteers from each 

Division of the Department and would not have been 

possible without the Strategic Planning Team’s 

tireless efforts balancing their day-to-day obligations 

with the added responsibility of developing this plan. 

To the Planning Team, please accept my sincere 

admiration and appreciation for your hard work.

On March 1, 2020, the County Manager joined the 

County’s Emergency Medical Services (EMS), 

Emergency Management, and Fire Marshal functions 

into the Office of Emergency Services (OES) and as 

part of the consolidation these functions, a Business 

Services Division was implemented to effectively 

OES team in directing programmatic efforts within 

each Division to assign tasks, monitor progress, ensure 

accountability, and effectively allocate departmental 

resources over the next five (5) years. The OES 

Strategic Plan has been developed in support of the 

Durham County Strategic Plan and the City of Durham 

Strategic Plan. 

Please take a few moments to read through our Plan. 

We view it as a living and dynamic document that will 

be updated based on continuous evaluation of our 

progress. I hope you enjoy the read.

manage the new Department’s budget, finance, 

contract, and logistical functions. OES was envisioned as 

part of the County’s Managing For Results (MFR) process 

that reviews programs and services objectively for 

government performance, change, and accountability.

By definition, a strategic plan aligns a department’s 

operations and budget structure with organizational 

priorities. This Strategic Plan does not describe how the 

department will respond to an emergency or disaster, 

but rather focuses effort on strategic approaches so 

that OES will be better prepared to prevent, prepare, 

respond, mitigate, and recover from emergent incidents 

and disasters. The goal of this effort is to develop 

resiliency and stability within OES by providing a road 

map to a desired end state that incorporates 

coordinated thought, insight, planning, and structure. 
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Sincerely,
Jim Groves
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STRATEGIC PLAN 
IMPLEMENTATION TIMELINEPERFORMANCE MANAGEMENT

Our performance management process is a systems approach to 

governmental performance, change, and accountability that helps the 

organization plan strategically and operationally, budget for the 

outcomes it desires, manage service delivery to achieve those outcomes 

and evaluate continuously to learn, tweak, and improve.  Performance 

management and the OES Strategic Plan are truly linked. Our 

performance measures are the “engine” under the hood moving the 

organization forward, and the Strategic Plan is the “road map” crafted by 

OES leadership to move the Department in the right direction. The DCo 

Data Transparency Portal provides data collected for all DCo Strategic 

Plan objectives. 

The Office of Emergency Services (OES) Department is an integral part of the DCo Strategic Plan’s Goal 3: 

Partner with stakeholders to prevent and address unsafe conditions, protect life and property, respond to 

emergencies, and ensure accessible and fair justice.  The OES Strategic Plan goals, objectives, and strategies have 

been developed to correlate with Durham County’s Strategic Plan. 

entities. This allowed the committee to align their 

plan with other entities and to gain insight and 

garner ideas of content and areas of inclusion for 

this working group to consider. The team then 

moved on the creation of the 5-year vision 

statement and identifying the strengths and areas 

for improvement for the organization. A diamonds 

and stones survey and SWOT analysis was sent to 

all members within OES to garner a clear 

understanding of the issues that need to be 

addressed in the plan. The results were compiled, 

and themes were identified. The results were 

further analyzed to identify clear goals, objectives, 

and strategies within those themes.

Volunteers were solicited and accepted from the four 

divisions within OES. All levels and participants were 

welcomed. Meetings commenced on Wednesday 

September 15, 2021 and were held on Thursdays with 

an attempt to meet biweekly. The committee agreed 

to work under the guiding principles outlined in the 

OES Ethos document and with specific importance 

placed on diversity, equity, and inclusion. They further 

concurred that for the purposes of this committee, all 

members would hold equal accountability and 

influence, regardless of position or title.

The initial steps were to research and return with 

reports of the strategic plans of our stakeholders, the 

larger county organization, and examples from other 

As with any strategic plan, it takes time to implement 

and even years to realize the results of the plan. 

Strategies are initially developed and initiated, and 

eventually the completion of multiple strategies 

achieves an objective. The completion of multiple 

objectives achieves the goal. With the achievement 

of multiple goals, the Vision is realized where real 

change has occurred. At least that is our planning 

assumption.

The OES Strategic Plan is a 5-year plan for 2023-

2028.  Data, evidence, and certainty are high in the 

strategy phase; however, it takes time to understand 

if those strategies will be effective. The graph below 

shows that projecting the data, collecting evidence, 

and being certain that the strategies will work takes 

years to understand. So, our planning assumption 

certainty is high in the strategy phase that the 

current data and evidence we propose will work.  As 

we continue to collect data and evidence as part of the 

Strategic Plan implementation, our certainty about the 

effectiveness of the strategy becomes lower when 

projected out over several years through the objective 

and goal phases because we just don’t know what the 

data will tell us yet. 

STRATEGIES                      OBJECTIVES                       GOALS 
VISION 

DIVISION/DEPARTMENT-LEVEL
EVOLUTION & CHANGE

HIGHER - - 
- - (

DATA, EVIDENCE, AND CERTAINTY) - -
 - - 

- LOWER

0-1 YEAR                              1-3 YEARS                   3-5 YEARS                 5+ YEARS

MAJOR THEMES

STRATEGIC PLAN DEVELOPMENT PROCESS

As with any strategic plan, it takes time to implement and even years to realize the results of the plan. Strategies 

are initially developed and initiated, and eventually the completion of multiple strategies achieves an objective. 

The completion of multiple objectives achieves the goal. With the achievement of multiple goals, the Vision is 

realized where real change has occurred. At least that is our planning assumption.

The OES Strategic Plan is a 5-year plan for 2023-2028.  Data, evidence, and certainty are high in the strategy 

phase; however, it takes time to understand if those strategies will be effective. The graph below shows that 

projecting the data, collecting evidence, and being certain that the strategies will work takes years to 

understand. So, our planning assumption certainty is high in the strategy phase that the current data and 

evidence we propose will work.  As we continue to collect data and evidence as part of the Strategic Plan 

implementation, our certainty about the effectiveness of the strategy becomes lower when projected out over 

several years through the objective and goal phases because we just don’t know what the data will tell us yet. 

https://www.data-dconc.org/home
https://www.data-dconc.org/home
https://www.data-dconc.org/home
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Information is shared frequently and transparently from all levels of OES. All team 

members are encouraged and empowered to express ideas, share their thoughts, and provide feedback to 

each other at all levels of the OES department without fear of retaliation.  

OPEN COMMUNICATION

Competency and knowledge are the skills, abilities, and behaviors that each of us must 

have to successfully perform our work role. Every member of OES must be masters of 

their craft, and OES will provide the resources, training, and experiences to our team 

members to enable them to be the very best that they can be. As individuals we strive to be the very best that 

we can be and work to make ourselves better every day. As a group of individuals that share our education 

and experiences with each other, we become a competent and knowledgeable team that provides enhanced 

and innovative services to our customers and stakeholders.  

COMPETENCY & KNOWLEDGE

CORE VALUES & GUIDING 
PRINCIPLES Respect is the practice of acknowledging the value of our team members and the 

customers and stakeholders that we serve. We welcome diversity of thought, opinion, and 

background. We are committed to treating our customers and stakeholders with fairness and dignity. We do 

this because it is the right thing to do, and it develops and maintains collaborative relationships. We are 

committed to understanding the unique sensitivities of diverse groups and members of our community and 

responding appropriately by treating everyone without intentional bias or preference. 

RESPECT

Compassion and empathy are the expression of our care for others. They are essential 

qualities that must be embodied in our planning, preparedness, response, and recovery 

efforts.  We focus on the needs of all members of our community, especially those who may have special 

functional needs requirements and those who have become most disadvantaged by the emergency or 

disaster.  Our primary responsibility is to support our customers and, caring for those affected by any 

emergency or disaster fairly, with patience and understanding.

COMPASSION & EMPATHY

Integrity requires honesty. We communicate with each other, our customers, and our 

stakeholders in a truthful and meaningful way. Being honest is not being rude, accusatory, 

or malicious. If we cannot be honest with each other in a respectful and compassionate way, then we will not 

be able to effectively communicate with each other. 

As individuals and as a collective Department, we recognize that integrity and honesty is our most valuable 

attribute. We are obligated as public servants to be transparent in our actions, conduct ourselves ethically 

and morally, and maintain the highest standards of conduct while on duty and off duty. We work diligently to 

establish productive relationships with our customers and stakeholders by earning their trust and always 

being there for them, especially when they need us the most. Integrity builds trust, trust builds honesty, and 

trust is not a right that is given, it must be earned.

The Core Values and Guiding Principles are further defined in the OES Department’s Ethos document, which will 

become a significant part of our new culture.

INTEGRITY & HONESTY

OES CORE VALUES



PREPARATION
Preparation is the key to achieving our vision. One of the most important preparation tasks 

that we continually engage in is the process of planning.  We are committed to the planning 

process while ensuring that our plans are plausible, actionable, and grounded in reality.  When 

developing plans, we solicit and incorporate input from our customers and stakeholders.  

Our plans account for the various elements of Durham County’s population and focus on equity and integrating 

the functional needs of all community members, not just the average community member.  Our plans are flexible 

and readily adaptable to the situation at hand. We plan for events that exceed our capabilities so that we, and 

our community, are always prepared.

SAFETY
Safety is our top priority, and every team member is empowered and encouraged to speak up 

if they have any safety concern.  We will maintain and strengthen our culture of safety by 

providing the best equipment and technology to our team, through continuous learning, and 

through innovation to remove or control hazards. We will work together as ONE TEAM to ensure the physical and 

emotional safety of our team members, partners, stakeholders, and the public we serve.

TEAMWORK
Within OES, our success is dependent on interdisciplinary, intergovernmental, and inter-

agency collaboration, coordination, and cooperation. Understanding that disasters and major 

emergencies may be too complex for any single agency to handle, we are prepared to lead 

and embrace teamwork among all of our stakeholders, as well as those stakeholders outside of our county lines. 

We work hard to maintain and strengthen our relationship with these stakeholders by approaching our work with 

a ONE TEAM mindset, and pursuing every opportunity to identify, enable, and foster highly collaborative 

relationships.

ENGAGEMENT
Informed stakeholders make better response and recovery partners; they make better 

choices for themselves, their organizations, and our community. The process of 

engagement enables us to develop and/or participate in highly functional teams that are 

needed to accomplish our vision.

We clearly and openly communicate and share the essential elements of our situational awareness to our 

leadership and our stakeholders to form a common operating picture.  Not only are we on the same sheet of 

music, but we are also on the same note as we plan, train, exercise, respond, and recover as a community.

Effective engagement means that we will respect and value the capabilities of our staff and stakeholders. We seek 

new opportunities and innovative ways to include our teammates and emergency service partners in critical 

decision-making processes. We also actively engage with our community of residents, visitors, and co-workers.  

A simple “how might I help you?” or “how are you today?” or “how are we doing?”  goes a long way to help us 

engage our whole community.

EMPOWERMENT
The nature of our responsibilities necessitates that we lean forward and are always prepared to 

make informed decisions and take decisive action.  Each team member is empowered to take 

actions and make decisions that are in line with our Core Values and Guiding Principles.  This 

Guiding Principle reflects the understanding that each team member in our department plays a 

critical role in reaching our vision. 

Empowerment is achieved when those closest to the need make informed decisions and take appropriate action 

based on established policies, procedures, training, and experience.  Making informed decisions and taking 

appropriate action during day-to-day operations, emergencies, and disasters requires asking the following 

questions:  Is it lawful? 2. Does the decision or action have the best interests of the County, customer, and 

stakeholder in mind? 3. Would the same decision action be made if the media or Commissioners were present? 

4. Is the decision maker ready to be accountable for making the decision or action? If the answer to any of these 

questions is NO, then it is most likely not a good decision or action!
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The Strategic Planning Team conducted a SWOT analysis to identify 

possibilities for new initiatives and solutions to ongoing 

issues. This analysis is an essential tool in shaping the 

Department's future actions, establishing priorities, and 

determining opportunities for significant change.

Diamonds in our SWOT analysis embody our strengths and the valuable 

things we do that should continue to be nurtured. These include a strong 

culture of continuous training and improvement, robust inter-agency 

cooperation, visionary leadership, and exceptional team dedication. Other 

Diamonds include our consistent recruitment system, competitive benefits, and effective logistical 

management, supported by regular access to advanced technology. These facets underscore the Department's 

commitment to excellence and service.

On the other hand, our Stones represent areas of improvement. They reflect our weaknesses and challenges, 

including a lack of support for higher education, inconsistent communication, pay compression, understaffing, 

and difficulties in staff retention. The disruptive impact of the COVID-19 pandemic on the OES merger process 

is another Stone that requires attention.

However, much like how intense pressure turns carbon into diamond, focusing our planning and efforts on 

these Stones can convert them into future strengths. We are teeming with opportunities that could pave the 

way for our Stones to transition into Diamonds. These opportunities include the development of in-house 

paramedic training programs, improved work-life balance, technological upgrades for better communication, 

record-keeping, and positioning OES as a leading provider in the field.

Lastly, we must not overlook threats, external factors that could obstruct our progress. These include low 

morale, external recruitment competition, potential system failures during a disaster, potential takeovers, and 

bureaucratic delays. By addressing these threats effectively, we can ensure that our current Diamonds 

continue to shine and that our Stones metamorphose into future Diamonds. This SWOT analysis is a pivotal 

step in our journey towards constant improvement, turning challenges into opportunities and strengths.

DIAMONDS & STONES 
SWOT ANALYSIS

ACCOUNTABILITY
We meet the extraordinary needs and demands of our respective mission areas, even when 

they are encountered in difficult and often harsh conditions.  We accept responsibility for 

accomplishing any task without complaint, are transparent in our decision-making process 

and accountable for the actions we take and decisions we make, both on and off the job.

RESULTS ORIENTED 
Results oriented means identifying what must be accomplished and accurately completing the 

task/assignment within that assigned time frame. If we say that we will do something or be 

somewhere, then we must be there or do it without excuse or delay.  The focus of this 

principle is that the employee closest to our customers (both internal and external), will be 

empowered to, and held accountable for, getting things done. 

FLEXIBLE
We anticipate and accommodate changes in our Departmental goals, courses of action, and 

operating environments.  We are prepared to adjust quickly as our stakeholder needs change 

to innovate and collaborate to overcome all challenges. 

As public servants, we understand that in the event of an emergency or disaster, we may be deployed/

dispatched/activated with little advance notice.  We may also be asked to work irregular hours and perform 

duties other than those specified in our normal position descriptions.

STEWARDSHIP
As government employees, we all are public servants.  We are entrusted with taxpayer 

resources to perform critical tasks in each of our mission areas in support of the County’s 

Strategic Plan.  We have an ethical, moral, and legal obligation to protect these resources 

and ensure they are used effectively and efficiently for their intended purpose.



The vision statement describes a desired future state for emergency service capabilities. It is where the OES 

Department eventually wants to be. Each Division’s mission statement describes how the vision will be 

achieved by their program area. Vision is the end state of where the Department wants to be and how OES 

will be viewed by our residents, partners, and stakeholders if we are successful with implementing this 

Strategic Plan.

Each Division’s mission statement explains why the work is done. They help formulate departmental goals, 

objectives, and strategies in the Strategic Plan. Each Division has a mission statement in support of the 

Vision.

Business Services - The Business 

Services Division (BSD) provides technical 

and organizational expertise in logistics, 

planning, administration, finance, public 

information, fleet management, information 

technology, and human resources to ensure the 

cohesive, efficient, consistent, and effective operational 

functions within OES. 

Emergency Management - To foster a 

culture of preparedness and community 

resiliency through coordination and 

collaborative partnerships and to serve as 

a leader in preparing for, mitigating against, 

responding to, and recovering from all types of 

hazards.

The OES team is comprised of dedicated, compassionate, and highly trained 
professionals that serve the Durham County community 24/7/365. 

Emergency Medical Services - 

As the principal provider of 

emergency medical services for the County of 

Durham, Durham County EMS will respond to 

requests for service via the 911 system and other 

routes in a manner that is safe, clinically 

appropriate, customer-oriented, fiscally sound, 

and employee-friendly.

Fire Marshal - The Fire Marshal 

Division promotes community risk 

reduction practices by providing effective fire 

safety education, fire code administration, fire 

investigations and fire suppression to reduce the 

impacts on the human, social, economic, 

OES will be a dedicated, compassionate, and prepared community-oriented 
team building a safe, healthy, and resilient Durham County.

VISION STATEMENT

Goals are a clearer statement of the mission, 

specifying the accomplishments to be achieved if the 

mission is to become real. They clearly state 

outcomes and changes that can be reasonably 

anticipated as the Department moves toward the 

“end state”. Our Goals, objectives, and strategies 

were developed by incorporating data from 

brainstorming sessions and team feedback, County 

and City Strategic Plans, and best practices.

Objectives are clearer statements of the specific 

activities that will be 

required to achieve 

each Goal. They 

are stated in ways that describe what needs to be 

accomplished, and in some instances, how it will be 

done. The objectives address the difference between 

where the Department is (“current state”), and where 

the Department wants to be (Vision “end state”), by 

spelling out what will be done to get there. Strategies are 

even clearer statements of the specific activities that will 

be required to achieve each objective. 

The flexibility built into the Strategic Plan enables each 

Division to morph or change strategies while continuing 

to meet the Objective. What looks good on paper may 

not necessarily work in real life. It is imperative to 

integrate the ability and flexibility to adapt the strategies 

to continue making progress.

GOALS, OBJECTIVES, AND 
STRATEGIES

OES VISION AND DIVISION MISSION 
STATEMENTS

MISSION STATEMENT
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IMPLEMENTATION AND MEASUREMENT

The implementation plan will identify the goal, 

objective, and strategy as well as providing the 

tactical tasks for implementing each strategy.  A 

person or team will be assigned to implement each 

strategy and their progress will be monitored 

throughout the implementation process.

As the Strategic Plan matures, each Division will 

develop performance indicators that will be specific 

to each goal, objective, and strategy. The 

performance indicators will serve as a scoreboard to 

track our progress of the Strategic Plan 

implementation. 

PLAN MAINTENANCE
This Plan is a living document that will be reviewed at 

least annually to determine if implementation is being 

successful. It will be updated every five (5) years to 

reflect new or changing goals and priorities. To update 

the Plan, a Strategic Planning Team will be convened to 

review, provide feedback, develop consensus, and 

revise the contents of the Plan.

Each time the Plan receives a major update, it will be 

presented to the Durham County Manager’s Office 

for input, feedback, and consensus before 

implementation occurs. The final Plan will be 

available to all of the OES team and our 

stakeholders.

OES embraced the task of developing a departmental Strategic Plan during a global pandemic because we 

believed that a road map to move the department toward success was needed for the next three to five years. 

This document would not be possible without the diverse group of volunteers who came together to form the 

strategic planning committee.  They met bi-monthly for many months to 

develop the draft version of the strategic plan, and they were successful by 

practicing our Core Values, being transparent, and providing immediate, 

honest, unfiltered, and respectful feedback to each other. Practicing our Core 

Values was foundational in developing the goals, objectives, and strategies 

identified in the plan.  This committee exemplified what an efficient, 

competent, engaging, and respectful department functions like.

CONCLUSION



OES will be a dedicated, compassionate, and 
prepared community-oriented team building a safe, 

healthy, and resilient Durham County.

OES VISION STATEMENT



OES@dconc.gov 

201 E Main St Durham, NC 27701

919 560 8285

This Strategic Plan describes how the department will respond to an emergency or 

disaster, and focuses effort on strategic approaches so that OES will be prepared to 

prevent, prepare, respond, mitigate, and recover from emergent incidents and disasters. 
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