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Wake Innovation Team



Transition to the 
County Manager's Office

In 2021, our Innovation Team officially 
moved into the Wake County 
Manager's Office. This shift, along with 
a staff expansion resulting in a new 
total of three dedicated Innovation 
Strategists, signals a bolstered 
leadership commitment to innovation. 
We're energized by these changes as 
we work to support efforts to improve 
County services and resident and 
employee experiences.



Consultation to Improve 
Government Services

Consultation to Improve 
Government Services



Vendor 
Management

Show me a good government, and I'll show you a good vendor 
management and procurement system. 
The Wake County Controller’s Office processes over 1,000 new 
vendor enrollments annually. The existing system requires 
significant staff and vendor time that leads to frustration and 
inefficiency. The Innovation Team conducted a series of 
workshops with staff and past vendors to understand the 
bottlenecks in the process, re-imagine a better vendor 
management system, and identify actionable improvements. 
The team identified and improved six current processes that 
streamlined the work, reduced redundant steps, and leveraged 
technology to increase efficiency. We also identified further 
opportunities for improvement that are currently being assessed 
within the organization's long-term strategic plan.



Clerk Support to the 
Board of Commissioners

Being responsive to residents is foundational to a government's 
ability to be effective and equitable. As the largest county in North 
Carolina, you can imagine the number of messages our elected 
officials receive from residents within a year! Our clerks team 
needed a management system to efficiently process and record daily 
communications between residents and Wake County 
Commissioners.
The Innovation Office conducted a series of workshops to 
understand the user needs of stakeholders and what existing internal 
tools could be leveraged for this opportunity. We implemented 
a collaborative, web-based communications portal allowing residents 
to submit inquiries. The clerks’ team then handles routine questions 
and connects residents to requested services. The platform also 
enables the clerks to send the most critical responses to County 
Commissioners.
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MTD20 I think there's a verb missing here? "We implemented a web-based collaborative platform that allowed residents 
to submit inquiries through a communications portal, ______ the clerks’ team to handle routine inquiries, connect 
residents to needed services, and send the most critical responses to County Commissioners." Take another look 
at sentence construction - maybe I am reading it wrong, but I think something is missing.
Michael T Davis, 2/15/2022

KH22 Re-read it and think of that as bullet points. I don't think anything is missing. [@Toney E Thompson] also weigh 
in

Kenisha Hinton, 2/15/2022

JH1 Please consider this (Kenisha's call) ... "We implemented a collaborative, web-based communications portal 
allowing residents to submit inquiries. The clerks’ team then handles routine questions and connects residents to
requested services. The platform also enables the clerks to send the most critical responses to County 
Commissioners."
Jason Horton, 2/15/2022

TT1 I'm fine with Jason's edits.
Toney E Thompson, 2/15/2022

MTD22 I am good with Jason's edits. Thanks all!
Michael T Davis, 2/16/2022

KH23 done
Kenisha Hinton, 2/16/2022

KH25 thank you!
Kenisha Hinton, 2/16/2022



The Wake County Holiday Cheer program matches children 
and seniors in need with community sponsors who provide 
Thanksgiving and Christmas meals or gifts. Annually, Wake 
County receives 1,000 family referrals and 200 interested 
donors. The previous Holiday Cheer matching process was 
done manually by ONE Wake County staff person. 

The Innovation Team evaluated the current process, assessed 
all stakeholders' needs and pain points, and synthesized the 
information into clear solutions criteria. Then the team 
partnered with our Information Services department to 
identify a software application that could meet our solution 
needs. We have now implemented an online matching 
system that automates nearly all holiday cheer matches for 
Wake County. Future Holiday Cheer campaigns will allow us 
to make even more beneficial matches for families in need in 
the most effective way possible.

Improving experiences for 
donors, clients and staff



Internal Facilitation 
Services

While the ongoing pandemic meant most meetings, 
workshops and consulting efforts took place 
virtually, the Innovation Team still found the 
opportunity to design and facilitate COVID-safe in-
person experiences for Wake County staff.

In Fall 2021, Performance and Innovation teamed up 
to lead a Food Security Data Session for small-group 
stakeholder ideation on potential performance 
measures. Around the same time, Innovation also 
planned and led a departmental retreat for Wake 
Budget and Management Services. Our team loves 
to work with partners to co-create and facilitate 
these learning and reflection sessions, and we hope 
to do more in the future. 



Regional 
Collaboration



Surplus Transfer

Sometimes it is easy to forget that something can be worth keeping 
when it no longer brings personal value to you. With over 4,000 
employees, Wake County goes through many computers and related 
electronics every year. Previously, when a computer reached the 
end of its useful life, it was thrown away. However, the Innovation 
Team saw an opportunity to leverage this annual process and give 
our computers a new lease on life through The Kramden Institute. 

This local organization refurbishes personal computers and monitors 
and donates them to middle schoolers across the state. Working 
with our Information Services department and County 
Commissioners, we are supporting reuse and sustainability goals. In 
2021, Wake County donated over 500 desktops, laptops, and 
monitors through this new regional partnership.



Creation and Integration of 
New Programs & Services



Wake County UAS

Wake County is closer to taking flight with our 
Unmanned Aerial Systems (Drone) program. Over 
the last two years, our Innovation Team has 
worked with our internal partners to build 
governance and operating structures for a 
Countywide drone program. In 2021, we focused 
on finding high-value test cases for drone usage 
within Wake County. To date, we have conducted 
successful pilots with our Environmental Services 
department to inspect water stream health and 
final inspections for septic systems. These pilot 
tests have proven highly valuable, and the 
Innovation Team is currently working with 
Environmental Services to develop their drone 
operations in future years.



Communicating 
with residents using 

SMS Notifications



wakeinnovates@wakegov.com

Contact Us:


