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Course Overview

W̧hy are we here?

W̧hat are your expectations?
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Major Topics to Cover

¸What is performance management?

¸What is not performance management?

¸Organization and structure of common 
approaches to pm

Ţools and techniques

¸Measurement fundamentals

¸Getting started, improving, and sustaining 
efforts

¸Case studies and examples
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What is Performance Management?

P̧erformance management is an ongoing, 

systematic approach to improving results 

through evidence-based decision making, 

continuous organizational learning, and a focus 

on accountability for performance.
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Performance Management Cycle



6

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.
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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
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One Way to Think About PM
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What is not performance 

management?
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What is not performance 

management?



11

What is not performance 

management?

Key Intended Outcome 2007 2008 2009

Bond Rating AAA AAA AAA

Residentôs Value Rating (Citizen Survey)70% 72% 72%

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%

Financial Health & Economic Development
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Performance Management involves more 

than measurement and reporting

Key Intended Outcome 2007 2008 2009

Bond Rating AAA AAA AAA

Residentôs Value Rating (Citizen Survey)70% 72% 72%

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%

Financial Health & Economic DevelopmentGoals, targets, strategies

for improvement

Why is this important?

How to managers use this?

What outcomes are most 

important to citizens, businesses, etc.
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Performance Management

¸Does not exist by itself
¸No such thing as ñdoing performance managementò

¸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
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Organization and 

Structure of Common 

PM Approaches
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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 ïCitizen Centric Reports

¸ Dashboards

¸ Budget Document / Other Reports
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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
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Organization and Structure

Ȩstablish formal link between strategic plan, 

budget, and other processes

¸Defines focus of performance management

Ȩstablishes and communicates priorities
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Cascading systems: alignment 

and measurement at all levels

Programs and services 
aligned

with needs and desired results

Individual performance
aligned with program and service results

Community 
needs  and 
results

Outcome
Measures

Outcome, output, 
demand, efficiency 
measures

Outcome, 
output, 
efficiency 
measures

Community Level

Strategies and 

Objectives

Operational 

strategies 

and 

objectives

Individual 

performance 

targets
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Savannah
will be a safe

environmentally healthy 
and economically 

thriving
community for all its 

citizens

Budget Priorities

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

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

I want to live in a community 
that reduces poverty by 
empowering motivated 
people to become 
economically self-sufficient

I 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

I want a fiscally responsible, 
accessible and responsive 
government that maximizes 
use of public resources for 
services I need

I want to live in a community 
that promotes health 
through good infrastructure 
(e.g., water, sewer) while 
preserving the environment 
for future generations

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



22

City of Saco, Maine Framework
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Vertical Alignment

¸Cascading measures 
and alignments frame 
the outcomes for the 
next level down in an 
organization

¸Shows the connection 
back ñupò
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Horizontal Alignment

Goal:

Reduce Graffiti

Clean-Up 

Graffiti

Enforcement 

of Laws
Prevent Graffiti

Public

Works 

Department

Police

Department

Civic 

Engagement

Department
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Balanced Scorecard

Şuccess based on strong foundation, not just 
single aspect

¸Performance must be ñbalancedò for success

¸Not just a set of measures, but a framework for 
implementing and managing the organization

¸Perspectives

¸Financial

¸Customers

¸Internal processes

¸Learning and growth (employees)
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Charlotte Balanced Scorecard
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Components of the Balanced Scorecard
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Use of PM in Planning and 

Budgeting

Ştrategic Planning

Ļong Term Financial Planning

¸Business Planning

¸Budgeting

¸Priority based budgeting

¸Budgeting for Outcomes
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Business Planning

B̧usiness 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 
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Linking Budgets to Results in Calgary

Improving the Process

Sample of Business Plan Measures
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Involvement of Performance Management 

in Management Decision Making

Option 1 Option 2
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ñStatò Family Tree

Compstat

Citistat

CapStat
Results

Minneapolis

Chattanooga

Results

Original NYPD Program;

Early 1990s

Baltimoreôs application to 

all city agencies - 2000

Many 

Others
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Basic Principles of Stat 

Systems

A̧ccurate and timely data shared by everyone 

at the same time 

¸Regular and frequent meetings to accelerate 

learning 

¸Relentless follow-up and assessment 

A̧ problem-solving model that works for the 

organization 
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ñResults Minneapolisò

¸Results Minneapolis is used to achieve the 

Cityôs five-year goals and 2020 vision 

¸City leaders meet each week to track 

progress and strategize

¸Results Minneapolis provides a results-

focused, accountable, and more transparent 

government

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

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

Citizen Input

Business Plan

Budget (Operating & CIP)

Customer 
Communications

Environmental
Scan

Forecasting

City of Coral Springs 

Business Model
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Design Labs

B̧eyond 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 is ñbreakthrough ideasò, not a plan.



Process Redesign

Service 

Request
Service 

DeliveryWASTE

Value

Added

Time

Non-Value Added ActivitiesTotal Lead Time

ÁWaiting

ÁOverproduction

ÁNon-utilized people

ÁTransportation

ÁInventory/backlog

ÁMotion

ÁExcess processing

ÁDefects

Typically 95% or more of lead time is Non-Value Added!

The Public Service Arena:  Increase the quantity and quality of services
in the face of  the publicõs declining ability/willingness to pay
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Making Improvements to the 

Process

Where do we 

want to go?
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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.
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Target or Standard

2003 2004 2005 2006 2007 2008 2009

80%

70%

60%

50%

90% Standard
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Trend data

2001 2002 2003 2004    2005       2006        2007      2008       2009
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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.
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Example: Benchmark data

Total FY 2004 Cost Per Fire Department Response
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Total Number of Responses
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Communication essentials:

¸Understand your audience

¸Create a clear message

¸Donôt confuse with unnecessary data

¸Reporting should be seen as 

communications.  Only successful if 

information is understood.
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¸However, remember consistency of message

¸The differences between  groups is often not 

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
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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
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Example Citizen Centric 

Report
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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 ïa snapshot

¸Heavily reliant on technology

¸Challenge is not technological; itôs in populating the 
system with useful information on performance

¸Helps in raising research questions



51http://capstat.oca.dc.gov/


