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Employee of the Month

CPRB's Genelea Pauley Defines the Term 'Customer Service'

Genelea Pauley, a Retirement
Advisor for the Benefits Section
of the Consolidated Public Re-
tirement Board, has been se-
lected as the Department’s Em-
ployee of the Month for May.

A 31-year employee of state
government, Genelea inter-
views potential retirees, an-
swers questions on the various
retirement plans and offers es-
timates of their benefits. She
considers her 'main responsi-
bility' as offering service to the

retiree and ensuring that their first retirement check is mailed
in a timely manner.

According to one of her co-workers, “The term customer
service was not in the world back 30 years ago like it is today.
I'm so happy that the world has finally put a name to what
Genelea has done all these years." Another co-worker adds,
"She takes excellent care of each retiree and talks in depth as
to which option would be most beneficial to them."

In her spare time, Genelea enjoys helping the elderly, read-
ing and spending time with her husband of 41 years and her
daughter. She is also an animal lover and has three dogs.

Please join Cabinet Secretary Greg Burton at Genelea's Em-

ployee of the Month presentation at 11:30 a.m. on Wednes-
day, May 2 at the Capitol Rotunda.

General Services Division Implements Several
Changes for Positive Results to the Complex

If you ask General Services'
Acting Director David Pentz
what’s new at the State Capi-
tol, you better have more than
a few minutes to spare. The
General Services staff is busy
these days working on a num-
ber of projects, all with the
same goal of preserving the
beauty of this state landmark.

Citing the cliché, to get the
job done right, you must have
the tools to work with, the Gen-
eral Services Division replaced

Renovations made to the North Portico of the main Capitol Build-
ing is an example of the work being done at the Capitol Complex.

GENERAL SERVICES
Continued on Page 3
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TOP TEN LIST

How does our
Department
employees relieve
stress? Here's
the top ten ways
they suggest:

1. Take a walk

2. Talk to friends
or co-workers

3. Exercise

4. Pray

5. Get organized

6. Use sense of
humor

7. Take a day off

8. Listento music

9. Ignore small
problems

10. Relaxation
techniques

Department Employees Walk Off their Stress

Personnel Director Prepares
for Division's Future Plans

The thing that will
be the catalyst for
moving us
forward will also
be the catalyst
that will hold us
back...that is
change. Change
doesn't mean that
there won't be a
core of our
traditions and
values. There is a
certain foundation
that we must rely
on.

Nichelle Perkins
Personnel Director
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Feeling Stressed at Work? Take a Hike!

With today's hectic schedules and the balancing act many
of our employees perform between work and family respon-
sibilities, it is no wonder why stress is so apparent in our lives.

Stress is what happens to our body when any pleasant or
unpleasant demand is placed upon it. Although we cannot
avoid stress altogether, we can learn how to keep the distress
to a minimum.

According to results of a Department electronic mail sur-
vey, our employees expressed the various ways they battle
their stressors. Over 35 percent of the respondents indicated
that taking a walk when
things get too much to
handle is the best cure.

. _____________________________________________|
Shutting my door and listening
_ . to music at work helps prevent
Talking to friends or  the outside stresses from getting
co-workers is another to me too much...screaming in
piece of advice offered by my car helps too!
our employees. Often Mary Jo Swartz
’rhrough ThIS communica- Grievance Board
tion, the extent of the

Nichelle Perkins has experienced
many aspects of human resources,
from studying law to teaching di-
versity. When offered the job of di-
recting the Division of Personnel,
she saw an opportunity to perform
all facets of personnel management
that she enjoys at one time, rather than concentrating on
one particular area.

Perkins' vitae contains many qualifications, such as earn-
ing a law degree, serving as an associate professor at West
Virginia University, teaching at the Institute for Labor Studies
and Research, serving as president of a national human re-
sources organization, and being awarded a Ford Founda-
tion Fellowship to Guana.

She expressed that there are several areas on which she
plans to focus her attention. These areas are conflict manage-
ment, professional development, technology and policy-mak-
ing. Below are some thoughts and opinions offered by Perkins:

On Conflict Management

"l love conflict management. | like the human ability to work
through problems, maybe not always agreeing, but finding
ways to say 'l value your opinion, so let's move forward."

problem diminishes. "If it is
not going to matter in five
years, don't worry about it,"
suggests Public Defender
Services' Iris Brisendine.

Utilizing humor in the
workplace when things get
tough also helps to ease the
stress. This method was ob-
vious in many of the re-
sponses offered by our em-
ployees to this survey.

How important is the
problem anyway? "l keep
telling myself that no matter
what is happening, it is only
temporary," said PEIA's
Marie Terry. BRIM's Chuck
Mozingo agrees, "Don't
sweat the little stuff. Learn to
accept the things that really
shouldn't matter and save
your adrenaline for the im-
portant things."

Getting organized is the
key, according to 10 percent
of our employees who re-
sponded. "Workplace stress
is managed by evaluating
the importance of dead-
lines," said Public Defender
Services' Ralph McKinney.
"Organizational skills are a
must."

No matter how you handle
your stress, try to finish each
day with a clean slate. To-
morrow is a new day with
new challenges and oppor-
tunities!

Common sense and a
sense of humor are
the same thing,
moving at different
speeds. A sense of
humor is just common
sense, dancing.

Nichelle Perkins Clive James
Continued on Page 5
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Delivering Criticism with Tact

Delivering a necessary criticism can be like a walk in a
minefield. You do not want to lose an employee, co-worker
or friend, but you also need to correct and direct. The key is
tact. Here are some tips to delivering positive criticism:

Show that you are in it together. Focus on a common
goal. Instead of saying, “We'll never get the project done
on time if you don’t get me those research reports,” try say-
ing, “We'll get this project done a lot sooner if you pull the
research reports together while | edit the proposal.”

Show how their performance affects them and others. Do
not bellow out that you will look the fool if the project is not
done on time. Let them know that if they are late, you will

both suffer the consequences.

Explain the customer’s
point of view. Refrain from
pointing at all the ways the re-
poris are written incorrectly. In-
stead, tell the person that you
understand the approach but
that the customer would prob-
ably see it differently.

Ask permission. People are
more likely to listen to what
you have to say if you first
ask, “May | make a sugges-
tion2” Criticism will be more
accepted.

- Adapted from Fortune
Small Business.

General Services
Continued from Page 1

many antiquated pieces of
equipment with a variety of
new items to better maintain
the Capitol grounds.

“When we started, we
didn’t have much to work
with,” said Pentz. He added
that his workers often had to
borrow equipment from
other state agencies or pri-
vate businesses. “We were
at the mercy of the people
who were loaning us the
equipment. With our own
equipment, we are self-suf-
ficient and can maintain the
grounds the way in which
West Virginians visiting the
State Capitol have come to
expect.”

Deputy Director Bill Pauley
explains that several meet-
ings were conducted with
the staff to determine the
equipment necessary to
meet their needs. As a re-
sult, a ‘wish list’ was created
and was used in determin-
ing the items to be pur-
chased. This list included
lawn mowers, hauling
equipment, edgers, chain-
saws, weedeaters, rakes and
hoes. “I personally want to
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thank Cabinet Secretary
(Greg) Burton for giving us
the tools we needed to get
our job done,” Pentz said.
If you have visited the
State Capitol recently, it is
apparent that several
projects are underway:

¢ On the North Portico of
the main Capitol Building,
restoration and repair of the
landing is near completion.

+ An inspection of Building
3’s entrance is currently be-
ing completed due to loose
limestone which has fallen.
+ An assessment of the
Capitol dome is being
made to determine what ac-
tion should take place. “Un-
til we get up there and actu-
ally look at it, its basically
an unknown,” Pentz said.

+ The floors inside of the
main Capitol Building are
being restored to its original
shine.

+ The Governor’s Mansion
is in need of a variety of re-
pairs and enhancements, in-
cluding repairing the front
wall, painting the outside
columns, creating a handi-
cap entrance and replacing
some loose tiles.

+ The planting of the flow-
ers which adorn the Capitol
Complex each spring will be-
gin. “The flowers will arrive in
three stages, beginning May
14,” said Jim Bumpus, As-
sistant Director of Grounds
and Custodial Services.
“The second delivery will be
May 16 and the final deliv-
ery will be two days later to
allow time in between for
planting.”

These projects are only a
small example of the activ-
ity which occurs behind the
scenes at the State Capitol,
in addition to the many tasks
performed daily by the Gen-
eral Services staff. These in-
dividuals work hard to pre-
serve the beauty of the State
Capitol, our workplace.
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Quick, Did
You Know...
A fjiffy’ is an
actual unit of
time for 1/10@
of a second.

- adapted from the;
StrangeFacts website".

Above: An inspection
of the entrance of
Building 3 is currently
taking place due to
loose limestone which
has fallen.

Below: The General
Services staff is
pleased with the new
equipment and tools
recently acquired to
assist them in perform-
ing their jobs




Governor Wise Announces WV CHIP
Director and Unveils Program Video

Gov. Wise showcases
the new WV CHIP
public service an-
nouncement starring
country music star
and West Virginia

Sharon Carte, the new director of the
West Virginia Children's Health Insur-
ance Program, considers herself a policy
person. Previously serving as deputy
commissioner for the Bureau for Medi-
cal Services and later working as a health
care consultant, Sharon quickly realized
the importance of the policy implications
of the program's future integration with all
of West Virginid's health care delivery.

"I'm looking forward to doing all of the
things that will expedite the program and
make enrollment more simple," she said.
"Gov. (Bob) Wise is very interested in seeing that children's cov-
erage and health care becomes more accessible."

Carte explains that there are many 'selling points' to the
program; however, the most obvious benefit is its price tag.
"It's affordability for working parents, those self-employed

WV CHIP Director Sharon Carte

direct outreach activity.

"As soon as we begin this
campaign, | hope that there
will not be any West Virgin-
ian unaware of the CHIP
program," Carte said. "I'm
looking forward to reaching

native Kathy Mattea.

Public Service
Recognition
Week Moved

to September

West Virginia's
Public Service Rec-
ognition Week cel-
ebration, which
was originally sche-
duled for May, has
been rescheduled
for September due
to a series of un-
avoidable circum-
stances.

Definite dates
have not been con-
firmed, but more
information will be
coming soon!
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who have had difficulty in the past getting health insurance,

and many other families
who may think they are not
CHIP eligible or that this
program is not about them
...but it is," she said. "The
more the community real-
izes this fact, we will be en-
rolled at our target number."

That target number is
28,000 children. Currently,
the program has enrolled
about 19,300. Carte indi-
cated that her office is do-
ing several outreach pro-
grams to assist in their
awareness campaign.

At a recent press confer-
ence, Gov. Wise unveiled a
public service announce-
ment promoting the WV
CHIP. The PSA, starring
country music star Kathy
Mattea, explains how West
Virginia families can receive
health care benefits for their
children.

The program is develop-
ing a multi-faceted media
plan, with three levels of
outreach: program and
television, print media, and
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full enrollment."

WV CHIP Eligibility Guidelines Increased April 1

Income guidelines for the West Virginia Children's Health
Insurance Program changed April 1, 2001. This month's
income cannot be higher than the amounts listed below:

Family Income Family Income

Family Size  Before Taxes Before Taxes
(No Co-Pays) (With Co-Pays)
Monthly Annual Monthly Annual
2 $1,452 $17,415 $1,935 $23,220
8 $1,829 $21,945 $2,439  $29,260
4 $2,207 $26,475 $2,942  $35,300
5 $2,584 $31,005 $3,445 $41,340
6 $2,962 $35,535 $3,949 $47,380
7 $3,339 $40,065 $4,452 $53,420

WVPECU Offers Various Services

The West Virginia Public Employees Credit Union offers a
variety of services to its members. Check out these outstand-
ing features:

M One/two year certificates (5.00% APY)

M Savings Accounts (3.03% APY)

™ Christmas Club Savings (4.06%)

M IRA rates (visit www.wvpecu.org for more details)

M Free Checking Accounts (with free check card)

M Easy Direct Deposit Program

WVPECU Hours: Monday-Friday

Lobby (9:00 a.m. - 3:00 p.m.)

Drive Thru (7:30 a.m. - 5:00 p.m.)

State Pay Day (7:30 a.m. - 6:00 p.m.)

Telephone: (304) 558-0566 Fax: (304) 558-0137
E-mail: wvpecu@aol.com Website: www.wvpecu.org
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MILESTONES

Honoring our
Employees'
Service Years

The Department of Ad-
ministration is pleased to
include in each issue of
Quotes, Notes & Anec-
dotes "milestone" anniver-
sary dates for our tenured
employees.

Each month, we will list in
five-year increments the em-
ployees who are celebrating
their years of service with the
state of West Virginia. We
value our employees and
the knowledge and dedica-
tion they share with their re-
spective agencies and divi-
sions.

Congratulations to our
employees who are cel-
ebrating their service year
anniversaries during the
month of May:

5 YEARS

Richard Harris
Tom Lambert
(General Services)

15 YEARS

Steve McCloud
Charles McMinn
Mick Olah
(IS&C)

Kaye Parks
(Finance)
25 YEARS

Earl Curnutte
(General Services)

Sharon Gill
(PEIA)

Y

“Jhinf yeu can, thinf yeu can't.
Cither way you'tl be vight.”
FHenry Fond
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COMMUNICATION

THE PEOPLE
FACTOR

#

Diane Holley, the Department's
Public Information Officer, will
explain different facets of com-
munication periodically in Quotes,
Notes & Anecdotes.

Does e-mail bring out the
Dr. Jekyll or Mr. Hyde in
you? Depending upon the
day, we can play either part
— at least in the world of
electronic communicating.

The use of e-mail may
eventually bring out the
worst in just about everyone.
For that reason, an elabo-
rate set of etiquette rules
(netiquette) has evolved in
this relatively new arena of
human discourse.

Most of the rules are
simple: Don’t TYPE IN ALL
CAPS, swear, send copies of

jokes or attach anything in-
appropriate in any e-mail.
And, the most important rule
is to wait a day before send-
ing an angry e-mail.

Virginia Shea, author of
Netiquette, says people
tend to forget there are hu-
mans on the other side. Hu-
mans have feelings, so it is
best not to attack people
personally. Play nice.

Remember that e-mail is
more like a conversation
than a letter. In a courteous
conversation, one person
makes a point and another
responds.

What we say and how we
say it are paramount in e-
mails. Spelling and gram-
mar count, so proofread
your e-mails carefully.

The final and most crucial
point to be made about e-
mails is that in the work-
place, you may want to re-
member that the tone of your
e-mail may result in a face-
to-face conversation...yes,
people still communicate

that way occasionally.

Nichelle Perkins
Continued from Page 2

On Professional Development
"We need fo start thinking of
professional development as
knowledge, awareness and
skills. If you want people to
learn leadership, communica-
tion or facilitation skills, that is
like learning to ride a bike or
cook. The first class is not go-
ing to make you an expert."

On Strategic Planning

"With having to do more
with less, having a good plan
gives you direction."

On Technology

"'m very excited about the
Human Resources Information
System that we are develop-

ing. By having a centralized
computer database of human
resource information, life will
be easier. But we need to be
careful on how and when we
use technology."

What are the keys to good
personnel management?
Perkins indicated that the top
three qualities include being
a good leader, o good
communicator, and having
the ability to create a healthy
work environment.

With a sense of vision,
Perkins hopes to progress
the Division of Personnel in
the areas of human re-
sources to benefit all West
Virginians.

Quotes, Notes & Anecdotes

Angry about an
issue at work ...
Wait a day before
sending that e-mail
that expresses your
feelings and
emotions.

Happy Mothers
Day: May13th

Sooner or later
we all quote our
mothers.

Bern Williams

Quotes, Notes
& Anecdotes
is published
by the
Department of
Administration

Bob Wise
Governor

Gregory A. Burton
Cabinet Secretary

Diane Holley
Public Information

Officer/Editor

Special Thanks
Jane Fouty
Kaye Parks
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A Message From...

Cabinet Secretary
Greg Burton

The Value of Public Service

As state employees, we all have
a responsibility to the citizens of
West Virginia to conduct our re-
spective programs in the most
efficient manner possible. As part
of this task, each of us must fo-
cus on service to our customers.

As we expect a certain level of
service when we purchase prod-
ucts or services in our personal
life from businesses, so must West
Virginians expect the same high
expectations when conducting
business with state government.

Our employees demonstrate
the qualities of customer service.
Just look in this issue of Quotes,
Notes & Anecdotes! Our May
Employee of the Month, Genelea
Pauley of the Consolidated Pub-
lic Retirement Board, is praised
for defining the term of customer
service. Our General Services
staff is applauded for their efforts
in maintaining the beauty of the
State Capitol. Several of our em-
ployees are recognized for reach-
ing milestone service years.

These are only a few examples
of the level and quality of service
which the employees of the De-
partment of Administration con-
tinues to offer.

Your efforts are to be com-
mended. All West Virginians
should be proud to have individu-
als such as you working for them!

Personal Triumph

One sad thing about this world
is that the acts that take the
most out of you are usually the
ones that other people will
never know about.

Anne Tyler

Welcome to the Department! ... Rosa McFarland (Public Defender

Services), Lora Gray (Personnel), and Stephanie Turner and Kelly
Williams (IS&C).

Best Wishes...to those employees who resigned from the Department:
Elva Floyd (Public Defender Services), Becky Mann (Finance), Karen
Crouser and Charles Ray (Personnel).

Open Enrollment Deadline...If you haven't changed your health insur-
ance option yet and you plan to make a change, you do not have much
time left. PEIA's open enrollment ends on May 4.

| PEOPLE 'I'AI.K

What are YOUR Vacation Plans?... Would you
like to share stories this summer from your M
vacation? Where did you go2 Anything exciting hap-

pen? Simply call or e-mail Editor Diane Holley at (304) 558-0661
(dholley@gwmail .state.wv.us).

In Sympathy...We sadly say goodbye to one of our Department em-
ployees, Mike Pendleberry, who passed away on April 9th at only 36
years old. Mike was a Senior Network Technologist for IS&C. Our
thoughts and prayers are extended to his wife, Debra, also an em-
ployee of IS&C, and his family.

A Chip off the OId Block!...Purchasing's Diane Holley and Dan
Miller enjoy bragging on their children who recently placed at the
Kanawha County Social Studies and Science Fair. Diane's son,
Zachary, a seventh-grade student at Sissonville Middle School, won
first place in the technology category (science) and Dan's daugh-
ter, Dayna, a fifth-grade student at Elk Center Elementary, won first
place in the economics category (social studies). Congratulations!

HAPPY BIRTHDAY ... in May
I Susie Samples.......... Personnel 20 Mendy Moore ... Pros. Atty. Inst.
3 Mark Etb oo Aviation 22 Michael Massaro....General Srvcs.
Larry Stover.....ccocovvvvennnn. PEIA Charles Reynolds.... General Srvcs.
4 Llarry Thaxton ......... Purchasing 23 Jim Bumpus .... Gen. Services
6 Caroline Brady .............. CPRB 24 Jennifer Lovejoy . Purchasing
7 DelilahBracken ................... IS&C Tamra Rogers ... Personnel
. Ron Wright..Grievance Board
8 Anthony Cooper ...... Purchasing Maria Yoakum ............ IS&C
10 Pam Jones ............. Purchasing 25 Brett Clutters ... 1S&C
12 Carolyn Saul......cceeeeen. IS&C Brenda Jones............. CPRB
13 Ken Lucas ... General Srvcs. Chris Rush .. General Srvcs.
14 Paula Atkinson .......... WV CHIP 27 Janice Boggs ... Purchasing
Ed Trader .oooooeeo 1S&C Matt Hackworth . Purchasing
) Carolun Thomas .... Finance
16 Martha Bostic ......... Personnel Regina Tucker ............. PEIA
Liz Martin.........cooee. Finance
28 Kelly Williams ............. IS&C
18 Bob Nichols ................... CPRB '
Clem Pemberton ............. IS&C 29 Robin Roberts ............. IS&C
19 Johnnie Booth . General Srvcs. Gene Walters ............. IS&C
David Keith ........ccooeeeenne. IS&C
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