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Course Overview

. Why are we here?

. What are your expectations?



Major Topics to Cover

. What Is performance management?
. What Is not performance management?

. Organization and structure of common
approaches to pm

. Tools and techniques
. Measurement fundamentals

. Getting started, improving, and sustaining
efforts

. Case studies and examples



What is Performance Management?

Performance management is an ongoing,
systematic approach to improving results
through evidence-based decision making,
continuous organizational learning, and a focus

on accountability for performance.



Measurement
& Reporting




Key Principles of Performance
Management

A results focus permeates strategies, processes,
and decisions.

Information, measures, goals, priorities, and
activities are relevant to the government and the
community.

Information, decisions, and processes are
transparent (easy to access and understand) to
stakeholders.



Principles (cont.)

Goals, programs, activities, and resources are
aligned with mission, priorities, and desired results.

Decisions and processes are driven by timely,
accurate, and pertinent data

Processes are sustainable over time and across
organizational changes.

Performance management transforms the
organization, its management, and the policy
making process



One Way to Think About PM

Principles s Practices

Initiating,

Implementing, Better
and Sustaining Sequential Performance Management Cycles Results
Performance for tf\e
Management Public

Stakeholders



What is not performance
management?

CITY ATTORNEY

GENERAL FUND

Strategic Objectives Performance Measures AF?%T ReF\;Bo;d. Eslt:[{," g;ed Ad&%;d
Public Trust & Awareness
No. of Formal Legal Opinions
E Represent and promote the  lissued 450 475 485 s
& |legal interests of the City of : i
.g San Antonio by delivering No. of Red Flag Cases Filed 92 100 90 100
O |promptand effective legal |\, of 0
" . pen Records
services Requests Received 312 330 276 300
Provide Accountability to the Public
= [Fullyinvestigate every claim |1oioq o Mt oute | 92% | 2% | w2% | 92%
s |and lawsuit, negotiate fair - - n
£ |and reasonable settlements ?asg:,':gr: lg}:;r;e;ox\! :th 92% 92% 92% 92%
..u_E when applicable; and - -
aggressively proceed to trial {% of Red Flag Cases with
when necessary Favorable Disposition ' 89% 89% %0% %0%
Implement & Institutionalize Performance Reviews
Implement recommendations
§ I?’Sesrfo:rlrit:r?ctitRhei\ri]i:w of the % of Performance Review
¢ |Busi Recommendations N/A 61% 60% 80%
@ [Business Contract Implemented
© [|Management Process and
8. [the City Attomey's Office
E Innovative & Proactive City Government
£ [Continue to seek outside | <o Of New Cases (Outside| 45,145 | 121155 | 201160 | 18/165
- . Counsel/Total)
Ieg_al expertise on complex or| % of New Cases Using
unique matters Outside Counsel 10.3% 7.7% 12.5% 10.9%
= Innovative & Proactive City Government
H
g £|Have attorneys obtain and/or
3.3 maintain professional
S o/certificationsflicenses by Hours Beyond Minimum CLE
£ _'_’:_‘ attending State-approved Requirements N/A N/A 248 260
w E |continuing legal education
s (CLE) courses




What is not performance
management?

Fire/Ambulance Protection Sewerage System

Miles of sanitary 213 213

& storm sewers
Fire calls answered 685 527 ,

Pump stations 29 29
Ambulance calls 2152 [ 1,846 :
answered Daily average treatment EEEI 252

million | million
Inspections done 3438 31 gallons | gallons
Police Protection Building Inspection
Police call volume 25,221 | 25,644 Building permits issued | 504 008
Police traffic stops 5,636 | 6,681 Public Works
Police traffic summons | 1,258 | 1,942 Number of roads 384 384
Police wamings issued | 3,998 | 4,548 maintained
. . Land miles of 260 257

Police traffic related 176 273 roads maintained
arrests

Acres of publi 384 379
Police non-traic 559 | 952 fbolowiell
arests & summons
Police issued 509 da3
parking tickets 10




What Is not performance
management?

Financial Health & Economic Development

Key Intended Outcome 2007 2008 2009

Bond Rating AAA AAA AAA

Resi dent 6s Value Rating (@ t | z78% |S V2% e|y

Non-residential Value as % of Total Taxable Value 20% 20% 22%
Percent Plan Reviews Completed Within 15 days 91% 95% 95%
Customer Service Rating (Citizen Survey) 91% 93% 95%

Customer Service Rating (Business Survey) 90% 91% 92%
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Performance Management involves more

than measurement and reporti

na

Goals, targets, strategies I: Development

Why is this important?
How to managers use this?

for improvement
2007 2008 2009 ﬁ
Bond Rating AAA AAA AAA
Resident 6s ValueWing @6 t | z78% |S WRW
Non-residential Value as % of Total Taxé)\\ lue 20% 20% 22%*
Percent Plan Reviews Completed Within 15&5 91% 95% 95%
Customer Service Rating (Citizen Survey) 91% 93% 95%
Customer Service Rating (Business Survey) 90% 91% 92%
What outcomes are most _ | 12

iImportant to citizens, businesses, etc.



Performance Management

Does not exist by itself
No such thing as ndoing pertf

It is integrated throughout the organization

Planning, budgeting, management decision making,
motivating and managing employees, evaluation,
communication, etc.

Requires information
Makes the organization accountable for results

Provides transparency and understanding for how
decisions are made

Leads to improvement

13



Organization and
Structure of Common
PM Approaches




Common Approaches

Organization and Structure
Cascading Systems
Balanced Scorecard
Areas of Focus
Planning and Budgeting
Management Approaches (mid cycle strategy development)
Comparison of Performance Data
Target vs. Actual
Benchmarking
Communication
AGA T Citizen Centric Reports
Dashboards
Budget Document / Other Reports

15



Strategic cascading systems

. Begin with high-level results

. Goals and strategies cascade downward from
organization-wide to programmatic levels

. May include individual goals
. Performance measures at all levels

16



Organization and Structure

. Establish formal link between strategic plan,
budget, and other processes

. Defines focus of performance management
. Establishes and communicates priorities

17



Cascading systems: alignment
and measurement at all levels

Community Level
Strategies and
Objectives

Community
needs and
results

—

Operational
strategies
and

objectives

Programs and services
aligned
with needs and desired results

Individual
performanc Individual performance
targets aligned with program and service results

QOutcome
Measures

Outcome, output,
demand, efficiency

measures
Outcome,

& Qutput,
efficiency

measures

18



| want to live in a community

that reduces pove

empowering motivated

people to become

economically selgufficient

I want a fiscally responsi

accessible and responsive
government that maximizes
use of public resources for

services | need

| want to live in a community

that
thro

(e.g

preserving the environment
for future generations

| want to live in a city that
encourages & supports
appropriate economic growth
that creates jobs, expands city
revenue and improves
neighborhoods and
commercial corridors

| want to be safe and feel
safe from crime, fire and
other hazards anywhere in
the City

| want to live in a city of
strong and vibrant
neighborhoods that are
clean, safe, and
encourage a sense of
community

rty by

Savannah
will be a safe
environmentally healthy
and economically
thriving
community for all its

ble .
citizens

| want to live in a community that
provides recreational and cultural
opportunities that will keep my
mind and body active and that
recognize the diversity of its
citizens

promotes health
ugh good infrastructure
., water, sewer) while

Budget Priorities



NEIGHBORHOQD VITALITY STRATEGY MAP

“| want to live in a city of strong and vibrant neighborhoods that are clean, safe, and encourage a sense

of community.”

= (Obtainable Housing , . .
» Compatible Design : IS]aﬂ:[ Ac::j&;smlt!: tl?edestnan Friendly
= Well Maintained Structures ATKS and Recreation

- =  Development Standards

Home Ownership

QOpen Space / Public
Realm Development

Attractive L "'“;“'gj:"““d
Neighborhood

Indicators
Increased homeownership rates «  Educated and Informed

= Clean and Maintained - : S
\ *  |ncreased neighborhood participation levels . . :
Zoning and Land Use = Improved private and public proparty conditions MNeighbor to Meighbor Interaction
=  Reduced vacant lots and dilapidated struciures




Programs and Services

TABLE OF RECOMMENDED OFFERS $19,521,173

Rank  101-3102-01 Development Permitting and Inspection $3,090,918

1 Fesponsible for all development permitting, providing inspection services for all private development

projects and all of the zoning enforcement in the city. We work to ensure that construction meets code
requirements and that high standards of construction for the consumer and user are enforced.

Rank  101-3101-01 Assistant City Manager (ACM) of Public Development $568,970
P The ACM's Office is the administrative oversight of the eight departments and four agencies for the Bureau
of Public Development, provides a Hearing Officer for the City's Derelict Rental Program and the
coordinator for Operation Clean Sweep. Revitalization of Waters Avenue will confinue creating a thriving
community for residents/businesses.

Rank  101-3106-01 Property Maintenance Code Enforcement $2,519,601

3 Responsible for protecting and improving the quality of life in Savannah, through public education,

enforcement and the abatement of violations and nuisances. The primary function of this service is fo

perform inspections of dangerous/substandard buildings, derelict vehicles, grass overgrowth, debris, illegal

dumping, and other general nuisances with a goal to eliminate blighted conditions — primarily in
neighborhoods.

Rank 221-3203-02 Home Purchase Program $416,409
4 The Home Purchase Program uses limited general funds fo leverage significant state, federal and private
investment that enables 90 low to moderate income households to become homeowners. Makes
homeownership attainable, affordable, builds wealth, stabilizes and revitalizes neighborhoods, and provides
employment opportunities.
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City of Saco, Maine Framework

Strategic Alignment Process

Vision —
A Strategic Goals "'ﬁg’rg
4 Strategic Plan 0’?.?30
A . Strategic Objectives £

Milestones (Outcomes)
Performance Measurement

I i Performance Pay —
Y Y Y Y
Feedback

22



Vertical Alignment

]
Inputs Activities Outputs Initial Inter - End
Outcomes mediate Outcomes
Outcomes
=
Staff Voter ANumber of | Increased 100% of Increased
Budget Registration Voters accessibility to elections voter
9 Ballot Served voting system | meet legal confidence in
Equip - ANumber of

t Administrati New for all voters requirements elections
ment

Registered
Ballot Voters 100% of Increased

Mailing ANumber of legal votes voter
u Ballot " are counted satisfaction
Processnng\/\ ot accurately
v of

next level down in an u
organization

Department

Outcomes mediate Outcomes
Outcomes
=
Sl lOWS the CO nl leCtI OI l S L [ N R T Division
Registration Voters ssibility to elections voter
Budget Ballot Served system | meetlegal confidence in
Equip - Administrati ;g;mm' of voters requirements | elections
Lo \ ment on Registered
Ballot Voters 100% of Increased
Mailing ANumber of legal votes voter
Ballot Petitions J are counted satisfaction
Processing Processe accurately
ANumber of
Ballots
Printed
/ANumber of
Ballots
Processed
Inputs Activities Outputs Initial Inter - End
Outcomes mediate Outcomes
utcomes
e N [ [ i i Section
Registration Voters accessibility to jons. voter
Budget Ballot Served voting system egal i
Equip - Administrati | "' | for all voters ments | elections
ment Registered
Ballot Voters 100% of Increased
Mailing APNumbev of legal votes voter
etitions i
1t i
Ballot Provessed :Lec :;l::‘ yed satisfaction
Processing ANumber of
Ballots
Printed
ANumber of
Ballots
Processed

23



Horizontal Alignment

Goal:
Reduce Graffiti

Clean-Up Enforcement
Graffiti of Laws

Prevent Graffiti

Public
Works
Department

Civic
Engagement
Department

Police PR
Department



Balanced Scorecard

. Success based on strong foundation, not just
single aspect
. Performance must be nl

. Not just a set of measures, but a framework for
Implementing and managing the organization

. Perspectives
. Financial
. Customers
. Internal processes
. Learning and growth (employees)

25



Charlotte Balanced Scorecard

CORPORATE OBJECTIVES
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Mecklenburg County

Community & Corporate Scorecard

Desired Results View

.Effectwe & Efficient

| Growt Management

FOCUS Area EEER RSN RN "'Eommumt)( Heatth & Safet)( : SOCiaR' Education :
Government & Environment & Economic Opportunity
Reduce Health Risks & Diseases Increase Customer & Improve Air, Water & Land Quality Increase Literacy & Workforce
Stakeholder Satisfaction Development
Improve Management of Mental Improve/Expand Parks, Open . :
Customer/ . »- llIness, Developmental Disabllities Increase Citizen Awareness Spaces, Greenways & Recreational i Increase Citizen Self-Sufficiency |
Stakeholder & Substance Abuse of County Responsibilities, Opportunities
Services & Results Increase Respect/Appreciation
Increase Safety & Security Preserve Historic Sites of Ethnic & Cultural Diversity
of Residents & Landmarks
Increase Efficiency & Effectiveness i Improve Access to Public Facilities i
of Criminal Justice Services
Increase Economic Development
& Job Opportunities
Internal
: ceene - Improve Increase Employee Enhance Citizen
Business Employee Efficiency Access to Information Involvement
Process
Financial e - : Improve Financial Maintain Triple-A Maintain Affordable
e Management Bond Rating & Competitive Tax Rate
Employee &
=i Enhance Worldorce Increase Employee Increase Employee Improve Technology-
Organ ization e - Retention & Motivation & Knowledge, Skills Related Capacities
Capacity Recruitment Satisfaction & Abilities




Sarasota County Government Enterprise Scorecard (FY ‘08)
High Performance Organization in a High Performance Community

Al
Sarasota County

Y

/Mission:
Sarasota County Government is to
provide and enhance quality programs,
services, and facilities that reflect the
goals of the community while always

| Vision: | WValues: | Core Services:
Customer focused, » Customer Service » Community Health and Human Services .
continuously improving,| . Cooperation & Teamwaork E
accountable team « Honesty & Integrity

| Suppert Services:
Communications

Fiscal Resaurces
Management

Process and Service

Parks and Recreation -
Community Information and Education
Planning and Community Development =

promoting health, safety, public welfare

and quality of life for cur citizens.

Community Perspective

Goal: Enhance
Community Health

FPromote Healthy
Lifestyles and Behavior
KP1: Health Index

KPl: Recreation Index

Promote Positive
Social Environment
KP1I: Sedial index

Customer Perspective

Goal: Preserve and
Enhance NMeighborhoods

Enhance Neighborhood

Character and Value

KPl: Code Compliance Index

KPl: Sarasota County Citizen
Owerall Quality of Life Rating
(Citizen Opinion Survey)

Promote Citizen Engagement

KFl: # of volunteers at Sarasota County
Government per 1000 population

KP1I: X of voting age population that cast
a valid ballot in the general election

FPromote Meighborhood Safety

KP1: # of fires per 1000 structures

KPl: Percent of Shelter Spaces Available
in Zones A-D

» Quality

Stewardship
Innovation
Accountability

Goal: Promote Economic
Opportunity

Diversify and Increase

Income Per Capita

KPI: Average Wage for Sarasota County
KPI: Total Personal Income Per Capita

Foster Positive Business Climate

KPI: Jobs Created

Increase Supply of
Affordable Housing
KPI: Affordable Housing Units Created
Per All Housing Units Created
KFPI: Workforce Housing
Affordability Indesx

Mability

Facilities Services

Integrated Water Resource Mamt
Environmental Resource Mgmt

Public Safety

Goal: Enhance Movement
of People & Services

Enhance Infrastructure
KL% of roads exceeding the targeted
Orverall Condition Index

Improve Commuting
KPP % of roads that meet the adoptad
levels of service

Financial Perspective

Automation

= Talent and
erformance

Management

Goal: Safeguard the
Environment

Ensure Fishable and
Swimable Water Bodies
KPP Fishable Swimable Vater Index

Ensure Safe and Sustainable

Woater Supply

K P Safe & Sustainable Water
Supply Index

Ensure Sustainable Lands

and Habitat

KFE Lands Protected, Managed
or Monitored

KPE Parks Index

KPE% of county managed waste diverted
from landfill disposal

Utilize Resources

Effectively

KF1: FTE per 1000
population

Improve Fiscal

Sustainability

KFl: Bond Rating

KPl: Adherence to Finandial
Reserves Policy

Increase Customer Satisfaction

KFPI: Customer Service imdex

Control Operating
Expenditures and Capital Costs
KPI: Cost of government.

per capita (Amended)

Learning and Growth Perspective

Process Perspective

Develop High Performing
Leaders, Teams and Employees
KPl: Team Assessment rating

KFI: Employee Health
Management Index

Foster a Positive
‘Work Environment
KPl: Work Culture rating

Deliver Competitive Services
KFP1: # of activities/deliverables that have
undergone competitive analysis

Increase Quality & Productivity
KPI: Process Maturity Index




Use of PM in Planning and
Budgeting

. Strategic Planning
. Long Term Financial Planning
. Business Planning
. Budgeting
. Priority based budgeting
. Budgeting for Outcomes

29



Business Planning

. Business planning is a process that provides
strategic direction to departments by aligning
department services with the strategic goals.
_Assists with managing resources
. Communicating priorities
. Re-enforcing alignment

30



Sample of Business Plan Measures

THEME: TRANSPORTATION ASSET MANAGEMENT
STRATEGIC RESULT 3: Improve asset lifecycle management to achieve long term sustainakility of the transportation system.

Performance Measures

Foadweys not mesting minimurm quality standards (million squars metres) (Poads)

Street lights and sigral structures in poor or cntical condition (Rosds)
Mean distance between bus failure (kms) (Calgary Transit)
Mean distance bstween LRV failure (lens) (Calgary Transit)

4.6 or 4.6 45 4.6
129 of all roads

15.6% 14.2% 12.7% 10.6%
6,660 6,650 E,760 685D
07,000 07,600 08,000 s 500

83.1:

il

2l

il

il

Integrate planning for lifecycle and operating costs consistent with
Corporate policies.

» Include lifecycles analysis and operating costs as part of all trarsportation
infrastructurs planning and design.

» Develop operating and capital spending plars to reflect lifecycle costing as
well as a sk asssssment frarmeworlk for infrastructure decision making to
assist in ensuring financial sustainakility.

» Ciptirmize road design standards, specifications and inspsction to reduce
lifecyizle mairtenance costs and improve opsrations. (CP2.3 Revew road
standards)

» Support and collaborate with Corporate assst maragement in the
development of rew policies and standards (2006/07),

: Develop and undertake lifecycle maintenance plans to optimize
Transportation Department assets.

* Develop a standardized assst condition reporting frammework,

* Conduct planned condition/performance assessments including

identification of replacement, rehabiltation and mairtenance costs
of major Transportation Departrrert asssts,

* Maintain and refurbish asssts according to the optimized lifecycle plans.,

Irmplerment optimal mainterance plans for structures, roadways, traffic con-
trols, strest lights, bus and LET fleet and facilities whils maintaining safety
standards,



Involvement of Performance Management
iIn Management Decision Making

Option 1

Option 2




NStato Family

Compstat AR Original NYPD Program,;
: Early 1990s
Citistat D EBaItimorec“)s a
. all city agencies- 2000
Results Chattanooga Man
: : J CapStat g
Minneapolis Results Others

33



Basic Principles of Stat
Systems

. Accurate and timely data shared by everyone
at the same time

. Regular and freqguent meetings to accelerate
earning

. Relentless follow-up and assessment

. A problem-solving model that works for the
organization

34



NResults MI nnea

Results Minneapolis is used to achieve the
Ci t y Gygar doalsraad 2020 vision

City leaders meet each week to track
progress and strategize

Results Minneapolis provides a results-
focused, accountable, and more transparent

gOvernment
bt
1 REMENT


http://www.ci.minneapolis.mn.us/results/

City of Coral Springs
Business Model

Citizen Input

Forecasting Environmental

: Scan
Strategic Plan

Business Plan
Budget (Operating & CIP)

Customer
Communications

36



Design Labs

. Beyond using innovation in your everyday
work Design Labs are a tool for major
systems innovation.

. Separating stakeholder input from the design
process.

. Using innovation tools over a 2-4 day period.

. Involving knowledge and creative experts with no
Interest in the outcome.

. The goal Il S Nbreakthrouc

37



Process Redesign

The Public Service Arenacrease the quantity and quality of services
I n the face of t he publicdos de

Service
Request

Total Lead Time

NonValue Added Activities
A Waiting

A Overproduction

A Nonutilized people

A Transportation

A Inventory/backlog

A Motion

A Excess processing

A Defects

Value
Adde
Time

Typically 95% or more of lead timeVaNerAdded!



Making Improvements to the

Process
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Use of Performance Information

. Using data to inform decisions
. Targets

_ Trend information

. Requires knowledge of situation and any exogenous
factors

. Benchmarking Data

Overall, performance data should begin the
discussion, not end It.

5
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Target or Standard
90% Standard

80% | KAt 85.8% M 54.8% W o= 50, [ 56-5% M 86.1%
70%

60%

50% | | |

2003 2004 2005 2006 2007 2008 2009

41



Trend data

6,480
5,572
' I 4'884

2001 2002 2003 2004 2005 2006 2007 2008 2009

42



Benchmarking

Multiple jurisdictions develop and use
standard measures, and a formal process
exists for collecting, validating, and sharing
data.

Comparison of data against peers

Organizations exchange information on
practices and effective strategies following
data comparisons.

.
~
—

Florida Benchmarking Consortium
Taking performance measurement to the ne. e

43



Benchmark data

Example

44

Total FY 2004 Cost Per Fire Department Response
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Communication essentials:

. Understand your audience
. Create a clear message
., Donot confuse with wun

. Reporting should be seen as
communications. Only successful If
iInformation is understood.

46



However, remember consistency of message

5

The differences between groups is often not

5

their ability to understand

It is what they want to hear

How it affected them personally
How they could use it in their jobs/roles

47



AGA Citizen-Centric Reports

. Citizens as owners have a right to financial and
performance information

. Suggested 4-page document
. Community information
. Key missions and services
. Cost and revenue information
. The year ahead

48



Report

Example Citizen Centric

M,
=2
[ 4

DENVER"

THE MILE WIGH CITY

Fiscal Year 2008

THE CITY AND COUNTY OF DENVER

RERQRT TOMMHESL L TTZENS

A Message from Mayor Hickenlooper

onorahle Demver Council Members and

People of Denven

W are pleased
present Dlenvers first
Annual Repart to
Cirizens. This repart
provides an averview
of Dlenver's Saregic
Framewark, Citr.wide
initiatives, and perfar-
MARNCE MEAsUrsmEnt
information an seven
strategic autcomes,
acrass all City Diepart-
ments.

Publis performance reporting improves governmens
aperations by increasing accountability snbancing
transparency and promsting siciency. Furthermare,
performance datawill belp the City be mare respon.
sive in service delivery and continucusly improve
CUSOmer service.

This reparc was produced by the Deparement of
Finance, the fiscal seeward foe the City, to suppart
the Ciry's commirment to beer service, enhanced
perfermance measures, maximum accountabilicy and

improved business procedures, W hope that you
find this reparc £o be relevant, important, and easy
m understand,

The Ciry received a gran from the Nasional Center
For Civic Innavatian in 2007, We would like ta
thank the Center for suppart in nabling the City ta
imprare perfarmance reporting processes. Additonal
perfarmance informatian can be found an the Ciry's
wnebsice at s derverpow ori? fimavice budger

Sincerely,

Magor John Hickenboper

Guillerme (Bill) Vidal, Manager of Public Wocks

Kevin Parcersen, Manager of Parks and Recraation
Ahin LaCabe, Manaper of Safens

Clasds Pumiliz, Chisf Finandal Officer

Mancy Severson, Manager of Ervironmental Health
Pacricia Wikscn Pheanious, Manager of Human Sercss
Kim Dy, Manager of Aviatian

Peter Park. Manager of Community Planning and Dev,
Duavid Fine . Cicy Armeney

Denver's Strategic Framework

he ity and County of Dermver is continu-
aushy improving its programs and secvices far
its citizens, The primary col in this continusus
improvement is Derrver's Serategic Frameworks, This
Eramawark helps infarm whar policies we pursus,
how we budget, what we measure o determine how
we'te doing, and bow we repart back o the citizens

we serve.

Denver will use the Framewark 62 align its sirasgies
and lienited resources to help achieve the following

aurcames:

+ AVibeant and Dynamic Economy

+ An Efficienr, Diverse and Accessible Transpor-
mtion System

¢ People Leading Healshy and. Suscesshal Lives

+ Qualiry Culeural and Recreational Oppareuni-
ties for Al

+ Safer Communities

+ Environmental Seewardship

¢ Effective, Efficient, Transparent Service Dielie

ar

Inside This Report
Mayors Message........
Drenvers Straregic Framework.
Performance by Outcome
2008 Year in Review,

Thia report delivars a summary of Derwer's
Strateic Frmework and associated perfor-
rianee iredicamors, The information contained in
‘thesa raports is canterad around seven stratagic
outeomes idantifisd by citizan focus groups as
measurabla meutts they want fom Damar's
gowermment.

Far more infarmatizn:
E-mail Stephanis Karayannis Adams at Sispha

ar visit us online at
W depvargowong

Jfor I:J';t,f Senvices
Derver gets it done!

3-1-1 Call Center

Diied wiour ko thart thes City implemanted a 3-1-1
Program in July 20067 3-1-1 has rewlutionized
Dierwer's approach 1o customer senice by anabling
residants and businesass to reach a live person
with just one call. In October 2008, the 3-1-1 call
caner receivad it millisnth phona call,

What is 3-1-1?

3-1-1ighe City's one-siop infomation and
customar sarvice call center, for halp with any city
sanics,

How to use 3-1-1
= [iad 3-1-1
* Walkin to the Call Ganter at 207 W, ColaxAve,
* E-mal 317 @denvergovag
® Wiait www denvergovorg 37 1

Customer sardce agants ane awilable 7 days o
waek, from & am. to 11 p.m.

H:l\eyou will And information cn community
indicacors thatimpact citizen lives, Ciry pro-
erams and sarvices. The Cigr hopes to inAuence chess

measures, sven though it does not have complers
control over chem, and plans its programs and services
1o bee responisive 1o them.

Desired Trend Lagend

@ Mezrures moving in desived dirsction
Charga of lees than 3%

@ Mezrures ot moving in desired direction

Vibrant and Dynamic Econamy

Measure Explanaticn 2007 2008 Tremd

Unamployment Rate The rata s the svarage rat for Demer Gountg The 2008 rats for the metro arsa was 5.1% 43% AT % L ]

Retail Salas Change Y-t st change in growth over previous yeer. Data is for Daner County. The 2008 7% BT %
changa for the metro arsa wes 2.3%

Job growth (Denver Mitro-ares) Year-to- s changs in average growth cer previos year 1%

Foraclosurs Rats Changa Year to Daite changs wer previous year, The 2008 changs for the metro area over the pre- - ®
ol5 year was -6.4%

Duality Cultural and Recreational Opportunities

Measure E 2007 2008 Trerd

Gommunity and Recraational 0p- Mezzurs includas the % of citizans that rated the Community Recreational Opportunities in i Bd% ®

peorturitiees in Danser Daneer g coslant” or “good”

Percant Residants Attand Percant of citizeres whio raparied using & recrestional facifty within the previous year an the Sd% %

Recreation Canters cilizen survey

Aitendance at Culturel Events Incl.id_ansmnls at Bosticher E‘orgart Hall, the Buall, Ellis Caulking Opara Houze, Red Rocks 1862800 | 1,564,009 ®
Amphitheater, ard the Denwer Colizsum

Safer Communities

Measune Explanation 2007 2008 Trerd

Property Crimes Creangs Change from pravious year in the numbsr of property crimes raportad within Demesr -11.2% -152% [

Grimes Agairet Persons Changs gha.nga from the previous year in the numbear of crimes againet persons raported within 47 % -dd% ®

i Er

Raported Inciderits of Graffiti Increczad otraach reeial in ncressad raporting 15,021 20,280 [ ]

Environmental Stewardship

Measume 2007 2008 Trend

Percant days visiility rated pooror | Visibiity standand sst by Colorado Air Cuality Gontral Commission for front rangs cities 47 5% 40a% ™

exiramaly poor

Trash Genaration Rale Percant change of trash hauled to landfill from Demser residents 1% -E% [ ]

Racyeing & a Parcant of Total Percant changa in recyeing &5 a portion of trash generation 0.2 % 1%

Efficient, Diverse & Accessible Transpartation System

Measume 2007 2008 Trend

Dwnwar Traffic Accidents A 3.7% reduction in totel taiffic accidants from 2007 to 2008 23,247 22310 ]

Pe(s-o_n Tiipe on Regional Traneit Transit boardings increassd 9.2% from 2007 to 2008, Ridership data is from RTD 5,320,801 [ 104,071,320 ®

District (RTD)

Peaple Lead Healthy & Successful Lives

Measure 2007 2008 Trered

High School Craduation Rate Represants clrs or 2007 and 2008 5% dBE% &

Obesity Rakes Diata from the Colarado De partment of Public Health end Emsironment Behawiorel Risk Factor | 2006 Datn | 2007 Data
Suresillanca Systam s only svsilabla in odd-numbersd years 7.2% 18%

Homelass Count This count rapresants a point-in-tima. Voluresrs intervisw pacple experiencing homelessness | 3954 41472 ®
in the City and County of Derwer on & single day and ewvening in March annually

Efficient, Effective, Transparent Service Delivery

Measume E 2007 2008 Trend

Mg, perthole rquest responss time | From the time a citizen calls and the time the pathala is filled 48 hrs. 24 hra, &

Imprassion of City Emiplayess % of cifizers who hawe 8 good of ecallant imprassion of City Emphoyeas B % B %

Buand Rating The cradit upgrada wil drive down tha City's oot of borrowing (Standard & Poor Rating) Bt LY &

[ealm Sourcas Induda: te Chy s webshe

(WM GEIVENZIR: The 2008 CHlizan Sur

i Liched by the Nation 2] Resesrzh Canler: aconomi: inonmestion 1rom 1he Metno Demer Economiz




Dashboards

Provide timely access to key data and simple
methods for tracking performance

Key characteristic: simplified and filtered data to
provide only the most relevant data 1 a snapshot

Heavily reliant on technology

Chall enge 1Is not technol a
system with useful information on performance

Helps in raising research questions
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http://capstat.oca.dc.gbv/



