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To our Board of Commissioners and fellow Ottawa County
Residents:
In the following pages you will find the 2017 Annual Report for
the Clerk and Register of Deeds’ Office. It is my honor to
present this report together with the excellent team of 37
people who make up the Clerk/Register’s staff, and who are on
the front lines of serving our customers. This report is a look
into the daily work that is accomplished by our team as we
strive to live out our mission of providing excellence in the
preservation of our public records and superior
customer service to the citizens of Ottawa County.
2017 was a busy and productive year for our team. We made
the combination of the County Clerk and Register of Deeds’ departments official with a move in
February that consolidated our office space, and we embarked on an ambitious cross-training
program that allows for better customer service and greater efficiency. We finalized a purchase of
new voting equipment totaling more than $1 million and conducted testing and training on that
equipment before an initial roll out in August and November of 2017. We saw the successful
implementation of a modern system for the handling of jury management; a system that will not
only save taxpayer dollars but that has already made the jury process simpler and more streamlined
for our court staff and our jurors. We also undertook the process of receipting for the Juvenile
Court fines, costs, restitution and parental billing for juvenile delinquency and child abuse and
neglect cases; a responsibility that was previously under 20th Circuit Court administration.
Whether with these special projects or with the thousands of everyday customer interactions
we’ve had over the course of the past year, my challenge to our team is to exceed the
expectations of our customers in every aspect of service.
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We could not accomplish what we do without
the remarkable partnerships we have here in
Ottawa County. Our Board of Commissioners
and other elected leaders, our internal
support system of administrative staff, and our
relationships with the community all make it
possible to serve our residents with
excellence. It is
truly my honor to
serve as your
County Clerk and
Register of Deeds!

Elizabeth Lange, who now works with our Circuit Court Domestic
Team, won a 2017 Outstanding Customer Service award during the
Second Quarter.
Elizabeth was employed at the Fillmore Complex, working with Vital
Records/ROD, at the time she earned her award. A 45-year veteran
attorney stopped by to record a lengthy document that represented the
culmination of a four-year, complex lawsuit in Ottawa County Circuit Court. The document had been
reviewed multiple times by a team of attorneys who were checking for any errors. Still, when the
document was brought to Elizabeth, she caught a typographical error that had previously been missed.
It was an error the attorney at her window saw as being very important.
“She deserves more than a letter of commendation — she deserves a medal and a raise!!!” the
attorney enthusiastically wrote, in a nomination letter for the customer service award. “… I am not
easily impressed, and she impressed me with her knowledge, patience, and persistence in making sure
the document was correct and properly reflected in the record.”
“Liz’s standard of customer service is second to none. She relentlessly provides excellence in
accommodating the needs of each of the Clerk/Register of Deeds guests; oftentimes rising above
customer expectations,” said Jody Hansen, Clerk/Register of Deeds supervisor. “Her commitment
and dedication to promoting the Ottawa Way is second to none.”

Arlette Quistian, from the Clerk/Register of Deeds Office, was recognized
as Ottawa County’s Outstanding Customer Service Award recipient for
the Third Quarter of 2017.
In nominating Arlette for the award, an Ottawa County employee working
in another department wrote of how helpful Arlette was in a recent
conversation with a customer who could only speak Spanish. What could
have been a barrier turned into an opportunity to show a customer just
how much Ottawa County employees care. Arlette, who is bilingual, did
not hesitate to come down and help translate when she heard there was a need.
“It was awesome to have her help because we were still able to give the customer great customer
service even with a language barrier. I believe that is the Ottawa Way and I would like to thank
Arlette for that,” the employee wrote.
“Excellent customer service has always been a top priority of the Clerk/Register of Deeds office.
Arlette demonstrates that every day,” said Jody Hansen, Clerk/Register of Deeds supervisor. “Her
willingness to help in any way she can is supported by her kind, patient and empathetic manner.
Arlette is an invaluable asset to our organization and we are truly grateful to have her on our team.”
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Clerk/ROD staff focused heavily on employee cross-training in 2017 after the physical combination of
the Vital Records and Register of Deeds offices. Supervisors focused on one employee at a time and
made it through all but one employee within the year.
Cross-training is continuing in 2018 with the addition of two
new team members who have replaced others.
Staff have seen many benefits to the expanded training, including
the capability to allow for more leave requests to be approved.
When team members are off, those who are working are able
to leverage their productivity to maintain a higher level of
excellence for customers even without being fully staffed. Team
members essentially have doubled their skill set, which increases
their personal marketability and has furthered their growth and
development.
“We have experienced a huge boost in employee morale and
team collaboration,” said Vitals/ROD Supervisor Jody Hansen.
“In addition, the communication has improved immensely and
overcome longstanding barriers.”

Ottawa County Clerk/ROD staff
found a way to make the last
Friday of each month a little more enjoyable in 2017 while also giving back to the community.
Staff members were given the opportunity to come to work in jeans if they also brought in a
contribution for “Operation Donation: Chemo Survival Kits.” The charity was started by a Muskegon
breast cancer survivor who now dedicates her time to creating gift baskets for patients currently
undergoing cancer treatment at Muskegon and Grand Rapids area hospitals.
Clerk/ROD staff filled collection boxes with
items such as Kleenex, sanitizing wipes, juice,
fuzzy socks, word search books and more
that were then handed over to be used in
the gift baskets. The effort was met with
words of heartfelt gratitude.

Items collected by Clerk/ROD staff on Friday “Jeans
Days” are shown as they are transported to a local
charity for use in gift baskets for cancer patients.
4

“I greatly appreciate everyone involved and
cannot thank you all enough!” said Angie
Murar, in an open thank you letter to Clerk/
ROD staff posted to her charity’s Facebook
page. “I couldn’t keep going without
community support like this!”

The Clerk/ROD’s Honor Rewards program for
veterans continued to grow in 2017, surpassing a
goal we set at the beginning of the year for
veteran sign-ups. A total of 276 veterans are
enrolled in the program— 26 more than our
goal to have 250 veterans.
In 2016, Ottawa County signed on to be part of
the Honor Rewards program designed by Fidlar
Technologies. Veterans fill out an informational
questionnaire either online or in person at any of
our office locations. They then receive an Honor
Rewards photo ID card once they have filed
Clerk/Register staff and volunteers are shown
their DD-214 form with the county. They can
promoting the Honor Rewards program at the
take their ID card to any one of now 122
Fourth of July parade in Allendale.
Ottawa County businesses that have signed on
to be part of the program and agreed to offer a
veteran discount.
In 2017, staff participated in a number of outreach events to spread the word about Honor Rewards.
Several people attended the Fourth of July parade in Allendale to help give Vietnam Veterans a true
“Welcome Home.” On Veteran’s Day, in November, Clerk/ROD staff signed up to cover shifts during
the lunch and dinner hours at Applebee’s
Restaurants in Holland and Grand Haven.
The restaurants offered free meals to
veterans and our staff handed out
Steenstra’s windmill cookies with Honor
Rewards brochures. The veterans
thoroughly enjoyed the cookies … and
many also were back in touch to sign up
for the discount program! Clerk/ROD
staff attended a Veteran’s Day program at
Holland High School, and Justin spoke on
the radio both with a Zeeland station and
one in Grand Rapids that has a nationally
syndicated weekend military program.
Staff from the Clerk/ROD office are shown at a Veteran’s
Day program at Holland High School wearing our new
Honor Rewards T-shirts to promote the discount program
to Ottawa County veterans.
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Election Equipment Purchase
We retired our former election equipment after 13 years of use, following the May 2, 2017
election. Ottawa County chose to purchase all new equipment from Hart InterCivic, a
manufacturer based in Austin, Texas. The purchase was made primarily with state and federal grant
funding totaling $983,817. Ottawa County provided $64,267 to cover the remaining cost. Our
county is one of only three in the state that owns all of its own elections equipment, meaning none
of our local jurisdictions were required to cover any of the hardware costs for this new election
system. In the majority of other counties,
election equipment is owned and maintained at
the local level. This means Ottawa County was
the second largest purchaser of election
equipment in the state, behind only the City of
Detroit. Each county in Michigan is transitioning
to new equipment during 2017/2018.
Equipment Demonstrations
Our office partnered with Herrick District
Library, Loutit District Library, Spring Lake
District Library and Georgetown Township to
provide hands-on demonstrations of our new
voting system. We visited each library in the
New election equipment is shown during a
summer and then again in the fall, along with a
demonstration at Herrick District Library in Holland.
stop at the Georgetown Township offices. At
each place, we offered mock election ballots so those asking questions would have a chance to
vote for themselves before a real election.

The staff was friend ly
with a can-do attitude.
They were informative
and clearly love what
they are doing based on
their enthusiasm!
-Ottawa C ounty
C ustomer

Ottawa County is the second largest individual owner of election
equipment in Michigan.
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We live the Golden Rule

The Staff does a tremendous
job at handling the
election department and they
treat all candidates fairly .
They are terrific at handling
all questions .
-Ottawa County Customer

2017 Elections Rundown
Voters decided on several local millage questions, local
charter revisions, and elected mayors and council members
in every city in Ottawa County.
BALLOTS CAST

VOTER TURNOUT

MAY

22,195

12.2%

AUGUST

5,567

17%

NOVEMBER

14,152

19.4%

Central Absentee Voting Counting Board

As part of our new election equipment purchase, our office
experimented with counting absentee voter ballots centrally at the
Fillmore
Complex using a high-speed scanner during
the August 8, 2017 election. This is the first
time a county in Michigan has counted
absentee ballots in many years. These ballots
are normally counted within each individual
jurisdiction, some with separate, dedicated
groups of paid workers on election day.
We organized one counting board that
worked at Fillmore, eliminating the burden
on each local unit to plan for the tabulation of these ballots. This project was innovative and was
closely monitored by state election officials.
While our central board counted
2,000 ballots with this system, we
decided we could not continue
providing the service at this time
due to logistical issues. However,
as technology improves, and as
state laws around the absentee
ballot counting process evolve, we
hope to try this project again in
the future.

Our office now has a
dedicated space for
receiving results from
the polls on election
night! Facilities staff
organized the
construction of a glass
wall that created space
for our computer
equipment. It’s a place
that is transparent and
open for viewing on
election night.
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The Circuit Court Records Division is the fundamental access point to
the 20th Circuit Court for all parties in a Civil, Criminal or Family
court matter. It is here where customers have their first interaction with the court system. We strive to
make these transactions as seamless and pleasant as possible by providing various legal forms, access to
public court records, and answering questions regarding legal procedures.
Our services include processing documents necessary to initiate new cases filed with the court, receiving,
reviewing and processing all documents pertaining to pending matters before the Court, pulling court
records for scheduled hearings, and clerking in the courtroom. Our behind-the-scenes efforts, which ensure
accurate and timely records, help create superior customer
service.
Accounting
The Clerk’s office is responsible for receipting in all payments
for the 20th Circuit Court. This includes all mandated state
statute fees and court ordered fines, costs and restitution.
Collaboratively, with the Circuit Court Collections Officers
and the Probation Department, the Clerk’s Office receipted
over $2,200,000 in 2017.
The Family Division is in the process of taking over receipting
of Juvenile Court fines, costs, restitution, and parental billing
for juvenile delinquency and child abuse and neglect cases—a
significant undertaking for which an additional staff member
was added.
The court can be accessed in person in Grand Haven and
West Olive, or by going online to e-file court documents and
pay fees.
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She was instrumental in the
adoption of my daughter, and I
would like to not only say thanks,
but THANKS for having such a
knowledgeable person on staff.
Hats off to al l of the C ounty
C lerks in 20th C ircuit C ourt.
-Ottawa C ounty Customer

Permanency Indicator Report
Since 2015, the Circuit Court Records
Division has prepared and submitted the
Permanency Indicator Report to the State
Court Administrator’s Office. This analysis
captures the progress of each abuse and
neglect case where a child has been
removed from the home by the Department
of Health and Human Services. These
reports are examined to develop quicker
methods to facilitate what is in the best
interests for the child. The Clerk’s office
plays an integral role in scheduling and
producing orders that adhere to the
performance measures set by the State
Court Administrator’s Office.

Annual Report to the State Court

Reporting to State Agencies

The Michigan State Court Administrator’s Office annually
requests a caseload report that identifies important case
data, such as the number of new cases filed each year as well
as the age of each case from the initial filing date to the date
of disposition. Each year, the Circuit Court Records
Department helps prepare and submit this data to the state.
The Clerk’s Office collaboratively works with the Circuit
Court Staff to review these statistics and improve upon the
previous year’s data. Improvements to our procedures help
to ensure that our residents are satisfied with their overall
court experiences.

The Circuit Court Records Division is
responsible for reporting all convictions
of a felony, high court misdemeanor or
probation violation to the Secretary of
State, State Police, and the Department
of Corrections. These reports help
create accurate records for the public
to access at the state level. In addition,
all cases involving a motor vehicle are
abstracted to the Secretary of State so
it may take necessary
actions to uphold and
protect the citizens of
Michigan.

Jury Management
System

Without her help, I would be lost
right now. I can’t begin to
explain how thankful I am for her
help.

In 2016, the Clerk’s Office
worked with the courts to
implement a new jury
management system aimed
at making the experience of
serving as seamless and
informative as possible.
Ottawa County is now a
one-step court. We summons and send
the qualification questionnaires at the
same time, six weeks prior to a citizen’s
service.

Friend of the Court

The Circuit Court Records
Division works closely with
the Friend of the Court
office on all parenting time,
custody and support
matters before the Court.
In addition, this office helps
facilitate and issue all bench
warrants, provides assistance in the courtroom during
proceedings, provides certified copies of all orders, and
assists the public in answering any procedural questions.

-Ottawa C ounty C ustomer

The Circuit
Court Records
Division handled
4,962 cases and
filed 107,614
documents in
2017. There
were also 23
cases bound
over to the
Court of
Appeals or
Michigan
Supreme Court.

In 2017, we summoned 3,099 Ottawa
County citizens and had 2,222
individuals qualified to serve. From those
qualified to serve, the Clerk’s office
processed requests for excusals, handled
the payroll, and provided
correspondence to jurors verifying their
jury service for the 20th Circuit and
Probate Courts. In 2017, we also
implemented an order to show cause
process where jurors can be found in
contempt of court for failing to appear
for jury service.
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The Register of Deeds Division records all documents pertaining to
real property, including deeds, mortgages, liens, power of attorneys,
certificates of trust; federal, state and MESC tax liens; master deeds
and plats; sheriff’s deeds and redemption certificates.
Our staff must be familiar with more than 100 different types of documents and their unique statutes
for recording. Our staff works closely with attorneys, real estate agents, banks, title agencies and the
public. We strive to provide excellent customer service through effective communication and pleasant
interaction with our varied clientele, all the while aiming to ensure their needs are met in a timely
manner.
Our public record is used to verify ownership, track chain of title, and
obtain constructive notice. It is paramount to the buying and selling of
property. We have a user-friendly webpage that is designed with helpful
links and icons. It allows for online searches, electronic recording of
documents, ordering copies of recorded documents, property
information, as well as recording statistics and foreclosure prevention
information.
Free Online Search
In September of 2015, we launched a free online search of our index to
all documents. This program resulted in the purchase of 9,260
documents in 2017 generating a revenue of $26,884 for the County’s
General Fund.

I felt better
immediately when she
took the call, as she
stated, “I am going to
help you and we are
going to fix this .”
-Ottawa County Customer

Passports
Our office accepted 1,946 Passport applications in 2017 for a total
revenue of $48,650.00. We implemented a policy of accepting
passports by appointment only and only at our Fillmore office location in order to plan ahead and
make sure these
Our staff
customers were
received a
given the best
Certificate of
attention and
Achievement
service at the time
from the U.S.
of their arrival. A
Department of
part-time staff
State in
position in our
recognition of
office is dedicated
“exemplary
primarily to
performance”
handling passports.
during two
consecutive
facility
oversight visits.
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Documents and Funds
In 2017, we recorded 48,774 documents. Of
those, 26,277 were electronically recorded,
compared to 19,430 in 2016. Electronic
recording accounted for 54% of our total
recordings in 2017 compared to 39% the
previous year.

State Transfer Tax

$12,035,576

County Transfer Tax

$1,853,386

Recording Fees

$1,038,370

Remonumentation

$183,233

Copy Sales

$124,323

Bulk Images

$164,514

She is knowledgeable, courteous, patient,
and open . . . she has been just a joy to
speak and problem solve with!!
-Ottawa County Customer

County Directory

Clerk of the Board of Commissioners
The Clerk/Register serves as the Secretary to
the Board of Commissioners, and the keeper of
all official Board records. Though we do not
print or distribute the agendas, we are required
to attend and post all Board and Committee
meetings. The permanent Board minutes are
kept on record in our office and are available
for public perusal. We also handle
correspondence for the Commissioners.

The Clerk/Register’s office is responsible for
updating the County Directory. The directory is a
tool aimed at helping the public navigate Ottawa
County’s numerous departments and services. A
great deal of staff hours go into collecting
information and gathering data for this directory.
The directory is available online at the bottom of
the “miOttawa.org” homepage.
Posting Vacancies
The Clerk/Register’s office oversees vacancies on
any board, commission or advisory committee for
the County. These postings and applications are
available online at “miOttawa.org.”
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The Vital Records Division assists
customers with filing and obtaining
birth certificates, marriage license
applications, marriage certificates,
death certificates, and genealogy
research. Certified copies can be
obtained by visiting one of our four
offices located throughout the
county, by mail, or through our
online request system.
Our online request system
continues to be an efficient and well-used tool to assist customers in obtaining records quickly. In
addition, the Vital Records Division assists with applications for concealed pistol license applications
(CPLs), the recording of home births, notary applications, and business registrations (DBAs).
In 2017, the Vital Records Division processed requests for certified copies of 5,998 birth certificates,
13,229 death certificates, and 685 marriage certificates.

Business Registrations (DBAs)
The Vital Records Division also
administers and oversees business
registrations for all of Ottawa County.
If a business opens in the county, the
owner may register with our office,
unless they are seeking to have a
corporation or limited liability
company. The Vital Records Division
assisted 1,050 business owners with
properly registering their businesses in
2017. This was up from 955 business
registrations in 2016.
Military Discharge Papers
(DD214)

Desperate for help, I cal led
the C ounty C lerk’s Office.…
She worked creatively and
tirelessly on the phone for
at least an hour, jumping
through hoops all with an
incredibly positive and
helpful attitude.
-Ottawa C ounty Customer

Notary Public
Almost all legal
papers must be
notarized so
Notary Publics are
an important part of
society. We
administer an oath
to each notary
applicant and file
and manage their
surety bond. We
processed 481
notary applications
in 2017.

Oaths of Office
Our office files military discharge
An Oath of Office
papers (DD214s) for veterans as a
is for those individcomplementary gesture. Should they ever need a copy,
uals who must be sworn in to their
they can obtain a certified one through our office.
Veterans must file their DD214 with us when enrolling in respective offices. Oaths of Office are
prepared and filed in our office.
the Honor Rewards program.
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We live the Golden Rule
Concealed Weapons Permits (CPL)
Concealed weapons applications are accepted at all four office locations and are processed and
stored at the Fillmore office. Under legislative changes implemented in 2015, local gun boards have
been eliminated and background checks are conducted at the state level by the Michigan State
Police. The County Clerk is responsible for the receipt of all CPL applications and the issuance of
all licenses. This system has dramatically improved customer wait times to obtain a CPL.
With customer service in mind, this new system has a faster turn around time (30 days/renewal, 45
days/new). Applicants no longer need to pay for a passport quality photo because the system allows
our office to use the driver’s license photo taken by the Secretary of State.
A CPL is granted after each new applicant has completed an
8-hour Pistol Safety Training Course and successfully passed
a background check.
In 2017, the Clerk’s Office processed 3,183 CPL applications.
This number was down from 3,882 in 2016, but up from
2,399 in 2014 and 2,762 in 2015.
When a CPL is
suspended or
revoked, the Clerk’s
office contacts the
individual and
facilitates the return
of the CPL card to
the Clerk’s Office.

Approved

3161

Disqualified

22

Suspended

42

Revoked

26
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During the entire
encounter she always had
a warm smile and a
genuine desire to help.
Thank you!
-Ottawa C ounty
Customer
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