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Topics

* Derive meaningful performance measures
for government programs

* Use a disciplined process for identifying
measures that matter, with examples

Howard Rohm Scott Coble
. Budget for performance with OpenGov Co-Founder and President, Solutions Engineer Director,
the Balanced Scorecard Institute OpenGov
* Use performance information to better o
. L. . Executive Director, Advanced Former Budget Manager,
inform decision makmg Nuclear R&D/U.S. Department of Montgomery County MD;
Energy; Founder and Executive Senior Systems Architect,
Director, U.S. Foundation for US Federal Government.
Performance Measurement; Software Engineer, General
Consultant, Booz Allen & Hamilton; Electric. Certified Public
Certified Strategy Management Manager (CPM).

Professional (ASP), KPI, and BSC
Master Professional
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Leading Agencies & Governments choose OpenGov
Responsive multi-channel
US-based support
Timely implementation
@ *f‘ based on best-practices
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Y ¥ Proven Results
\ o 80%less time spent on
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e 50%less time spent on budget
development
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http://www.ci.newark.nj.us/

() OPENGOV

-2 B Measurement Systems Support Many
peiiti Government / Public Sector Need @ OPENGOV
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m Common Measurement Challenges (3 OPENGOV

* Key Performance Indicators (KPIs) are not linked to the
results that the organization wants to achieve -- KPIs focus
on inputs and activities, not outputs and outcomes

e OFgANIZation 1

* KPIs are lagging (after the fact) indicators that don’t give business et

. e 22 ket Ey indicator
much guidance on where the organization is headed or o ke}’gE‘P id .% oLS
formatior X
should head Mers. .
. e g P ]
* No ownership or accountability is attached to 17 success £ 5. L
performance measures T e ‘,‘*:"'pérfofﬁiance—‘é’

* KPIs are selected because they are easy to count —e.g,,
number of citizens served, number of potholes filled,
number of FTEs

* KPIs are picked because “everybody uses these”
p y
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m How Do You Create Measures Now? (3 OPENGOV

Key Performance
o Indicators « .
Alexa: Give
Example KPIs by T us some

Department and Industry performance
: measures”

adka A/ 2
“OK... What should we measure ?”’

These approaches inform, but they are not a substitute for a
disciplined process
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m A Formal Approach to Performance Management @ OPENGOV
Answers Key Questions and “Connects Dots”
@ What is our mission and vision for a
successful future? Performance Questions:

* “What are we trying to
accomplish?”

* “How will we know success
when we see it?”

* “How will we monitor and
How do we align programs, services, report success using simple,
m mm and organization units with strategy? concrete terms?”’

® 8 @ How do teams and individuals align,
" prioritize and get stuff done? 9
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m Getting to a Disciplined Process (3 OPENGOV

Use Performance Information to Improve

Find the Right Measures

10
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" pmEmmmm  The Institute Measure-Perform-Review- o~
Adapt (MPRA) KPI Model @ OPENGOV

Find the Right Measures Use Performance Information to Improve

BALANCED
4 ° . SCORECARD
INSTITUTE

Launch the

9920 Develop
Program iy Measures ’ﬁ

Engage Leadership Analyze
Describe the and Draw

Communicate “Why Intended Result(s) Conclusions

formally measure

performance?”
Establish Teams Understand ; Visualize
and Roles Alternative [‘P]erformance

Measures

Agree on Process
and Procedures

Performance
Review Cycle

Select the Right
Consider Automation Measurement(s) for

Foster a Each Objective

Performance Culture
Articulate and Define and

Communicate Document
Strategic Intent

Setargetsiand
hrestiolds:

AN
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A Family of Measures Provides Performance
Information to Support Decision Making @ OPENGOV

Department Measures

Operational Measurements

Program Measures

Inputs Process Outputs
(e.g., FTE’s, (e.g., cycle time to (e.g., no. .
program process a disaster people Strategic (Impact) Measurements
budget) relief application) served)

Reporting

Intermediate End [~ e
Outcomes T . e =
(e.g., relief is (e, people’s lives i
Project Measures provided in a timely .b.,ir'?w rove) I 4 b= i
(e.g., schedule, resources, scope, risk) manner) P :

J
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Inputs: cost of Dropout
Prevention Programs in
s or FTEs

Project

Project: Curriculum
redesign schedule and
resource attainment

program quality or
consistency measures

Employee: Instructor
skills measures

Outputs: # of programs held
or # of people attending
parenting programs

Risk: parental, child, or
cultural backlash;
negative behavior results

13

14

Measures

Focus

Strategic Objective

Intended

Strategic Result 1

Intended
Result 2...

Objective
Description

On the Intend
Results of Objectives

(@ OPENGOV

Strategic

Outcomes: parent program graduations
or behavior improvement; child school
attendance; child dropout rates

ed

KPI 1 (measures)
KPI 2...

KPI1
KPI 2...

©1997-2022 Balanced Scorecard Institute.
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Alternative Candidate KPIs Are Develope
Using Various Tools @ OPENGOV

KPI1
Strategic KPI2...
Objective KPI Development Steps:
Description .
P 1. Describe the Intended Result(s)
2. Understand Alternative Measures
3. Select the Right Measurement(s) for
Direct or Indirect Alternative Measurements Each Objectives
Process Flow Cause-Effect
Analysis Analysis .
Alternative KPlIs
1. #of x
2. %ofy
3. Zrate
4. ABC index
Logic Model 5. Etc....

Input Process Output Outcome

1>

©1997-2022 Balanced Scorecard Institute.

m A Powerful Tool for Measuring What Matters -

The Strategy Map
o .. .. . . . . . . _ - _ _ -/ . . . _ [ . - . - ___ . | - _ | ____ _ _
Perspectives Objectives
* 4 Perspectives are i A Increase :
earners C ity, Famil mprove
performance Other sl S | Learners’
lenses to view the Stakeholders Engagement Achievements
organization
Reso Improve
A||e:cal:'i.;ﬁ/ :nprovelzllsl;:‘aI :"esour:e' L’;‘g;‘:‘l’;
. . H esponsi men
* Objectives are Stewardship . y with priorites Ferformance
continuous
i i Improve the
improve action Learning Optimize Use of IpoNe
statements i Environment ( Technology, 4 Programs,
Business Facilities & Support 4 Services &
Processes Services ImTove Quality
Processes &
° Improve
Strategy Map / Communications Procedures
shows upward
flow of value
creation and Organizational A e PP mprove staff
cause-effect Capacity Capacity, Capability Diversity, Collaboration
. . & Leadership Equity, Access & Opportunity
relationships & Inclusion for Staff Input

©1997-2022 Balanced Scorecard Institute.

©2022 Balanced Scorecard Institute, a Strategy Management Group, Inc. company



Translate Strategy Into Action—
University Example @ OPENGOV

Perspectives Objectives

Increase

Learners & Community, Family
Other and Learners End Outcome
Stakeholders Engagement

g L Intended Performance FY 2021 Targets Initiatives
ocatior —. Financial
Stewardship it Result Measures

« Our Programs ~ * National ranking * 10% ipcrease in 0 Post-traditiopgl
i are recognized scores ranking protgraT rewsnc:jn,
Learning P’ Optimize Use of Improve for their high . restructure, an
Environment Technology, Programs, " g « Employer ratings of ° AAverage score of strengthenin
Busin lit g g
Koz Facilties & Support S quality graduate 4.25/5.00 or .
ocesses Services Improve Quality preparedness higher (Likert . Ceptgr for Innovation
Improve ';’r"“;’”& Scale) building
Communications ocedures X ) ‘
* AP dat;s a?optlon « %students taking ~ * Signature academicand
HOmdiES signature co-curricular programs
organiationd academic and co- development
rgc::::u :;na Reoprove Workiorce Increase curricular * Five-year program
Capacity, Capability . """"‘Y programs review
& Leadership quity, Access
& Inclusion p
22 Balanced Scorecard Institute.

| Ar;oltl’.lelr i’owelr{‘ull 'IrooII: lViIStIJaIIiIzel Clonnelc'ticljns
Between Processes to Identify Candidate Measures @ OPENGOV

Improve Improve mprove mprove
Improve Product/ Citizen/
A Programs/ Customer :
Resourcing Serdtaes iEEETE Service Stakeholder
Deliver atisfactio
* Money * Quality * Accurate + On-time delivery * Recommendations
* Workforce « Efficiency information « Correct delivery » Satisfaction
* Infrastructure * Timeliness * Customer order
* Output experience
\ \ \ Desired Result:
high quality
Strategy: Operational Excellence programs and
services delivered
/ / / on time
* Production costs % waste or reworked * % accurate * % delivered on time % new users from
«#of FTE’s # Produced | # input % satisfied with % delivered recommendations
* Other units of % produced on time service from correctly *% repeats
production * Production quantities government % satisfied
employee

18
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19
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Example: Leading and Lagging
Performance Measures — Stop Smoking Program @ OPENGOV

# of Smoking
Cessation Program
Held

Lagging % of Population

that Smokes

Lagging Indicator:

An indicator of past
performance that shows how
successful we were in achieving
results.

Cancer
Rates

©1997-2022 Balanced Scorecard Institute.

Example: Government Balanced Strategic Plan
and Management System Q@ OPENGOV

Be a world-class model for a successful urban community

Provide effective and fiscally responsible services in a manner that promotes high standards for community life

Government Reform Nurturing Children and Families Public Safety Economic Abundance

Maintain an ethical and transparent government Create a safe, thriving and engaged community so
that engagesits constituents and provides families can flourish through achievement of social,
effective and efficient services. mental, pyshical and cultural well-being.

Create and maintain a safe, secure
community-oriented city that is clean
and vibrant.

Offer abundant opportunity for
financial stability and advancement
for all socio-economic levels.

Strategic Objectives and Strategy Map Measures Targets Initiatives

Strategic
Results:

Y Livability satisfactionscore *>90% this year
* Program satisfaction score *>85% this year

Constituent/
Stakeholder

Improve
eness

*Green Space program
* Per capita service utilization *65% this year *New business startup program

* Community engage committee
« Per capitaincome @ 3% this year °Partnering program

Improve
Program
Outcomes

and
Accessibility. * Business permits and licenses *[@ 9.5% each quarter

*Tourism revenue 6% this year

Financial e * Controllable expenses *B 5% this year «Simplify tax payments
Stewardship Reduce Waste and Asset *Asset value [ 8% this year *Asset resale program
Management # : o
8 * Strategic projects on time and budget *95% this year * Energy savings program
Business *Index of program results *85% this year

Processes * Partner recruitment program
* City marketing program

*Satisfactionsurveys

Improve improve Improve city *Shared systems *35% this period; 50% this year

Delivery Efficiencyand Promotion/ - Responsetime changes +@ 5% this period
Services Effectiveness Marketing f
* Audit score of communication effectiveness *>90% this period

Organizational
Capacity

*Recruitment effectiveness > 80% this period

* Customer service training
*Individual development plans

(rogram evaluation process /

022 Balanced Scorecard Institute.

*Retention effectiveness *92% this year

Improve
Increase Staff Utilization of - Training effectiveness +>93% this period
Quality Technology :

loyees use of appropriate technology *[@ 45%

Core Values: + Integrity-Based Leadership » Ethics ¢ Accountability e Commitment to Excellence » Citizen-Centered » Mutual Respect

©2022 Balanced Scorecard Institute, a Strategy Management Group, Inc. company
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() OPENGOV

Performance-Based Budgeting Software Demonstration

21

OpenGov Cloud

Public Engagement _ _
and Transparency

Budgeting & @

5 Procurement &) (S

Planning e Services

e

Reporting & Ol Dashboards and Analysis

Transparency Platform = Performance Measures

@ OPENGOY Confidential, Do not share
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BALANCED
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INSTITUTE

Levels of Performance Management (@) OPENGOV

03: Sophisticated

02: Advanced

01: Basic

>> Not a part of the annual budgeting
process

>> Ad hoc data tracking, possibly tied to
high priority project

>> No people, process or systems in
place

>> Desire to advance their processes

(2) OPENGOV

23

o= Budgeting & Performance OPENGOV

INSTITUTE

Performance Management
Workforce Planning
Capital Planning

Operating Budgets
Online Budget Book
Trend Analysis

Transparency
Budget vs. Actuals

KPI / Outcome Reporting
Interactive Dashboards

Strategic Plans
Engagement Surveys

Board Reporting

@ OPENGOY Confidential, Do not share
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m Next Steps: How Else Can We Help You?

Qo

Center for Excellence

 ConteforExclen balancedscorecard.org/contact-us

KPI Certification J

B4 City Manager Dashboard

Mhios g ot o — o ——

: /\ ) ! opengov.com/contact-us/

L S50 20 SR 6

EN

GOV

KPI Management Software ‘ Strategic Budgeting Software

©2022 Balanced Scorecard Institute, a Strategy Management Group, Inc. company

13



