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PERFORMANCE MEASUREMENT & BENCHMARKS 

• INTRODUCTIONS 
• WHAT IS YOUR CURRENT BUDGET STRUCTURE LIKE? 
• DO YOU CURRENTLY HAVE BENCHMARKS? 
• WHAT IS YOUR MOTIVATION FOR CHANGING YOUR BUDGET? 
 



• WHAT IS PERFORMANCE MEASUREMENT? 
• WHAT CONSTITUTES GOOD BENCHMARKS? 
• WHAT NEEDS TO BE DONE FIRST BEFORE YOU CAN MEASURE 

PERFORMANCE?  STRATEGIC PLANNING 

PERFORMANCE MEASUREMENT & BENCHMARKS 



GFOA BEST PRACTICIES: PERFORMANCE MGMT 



A Performance Management Framework for State and Local Government: 
From Measurement and Reporting to Management and Improving 

7 Principles 
 

 Results Focused 
 

 Relevant 
 

 Transparent 
 

 Alignment 
 

 Data Driven 
 

 Sustainable 
 

 Transformational 



The Overview of Performance Management: From Measurement and 
Reporting to Management and Improving 
 

www.pmcommission.org/APerformanceManagementFramework.pdf 



STRATEGIC PLANNING IN MIRAMAR 
• First and foremost, the effort needs to be driven by the top executive of the municipality. 
• Buy in and commitment from department directors and upper management is key to success. 
• Feedback from a broad spectrum of stakeholders will help to ensure buy in. 
• The City needs to have a clear updated vision of the future as a foundation. 
• The Strategic Plan has to work in tandem with the budget in order to drive the annual allocation 

prioritization. 
• A Business Plan needs to be developed to tackle the challenges uncovered by the strategic planning 

process. 
• The progress of strategic initiatives needs to be tracked through performance measures, staff meetings, 

financial reports, scorecards, Gantt charts, etc. 
• All directional statements, decisions, objectives, directives, or imperatives are supported by statistical 

data, demographic information, survey results, or benchmark data. 
• External expertise is critical to ensure proper baseline training and guidance on the development and 

implementation of this new initiative. 
• An outside consultant facilitates all retreats, sessions and meetings that include elected officials as an 

outside authoritative voice that keeps the conversation on track. 



STRATEGIC PLANNING IN MIRAMAR 

Scan 

• Determine: 1) mandated core services 2) 
choice core services 3) quality of life 
services 4) community add-ons  

• Conduct stakeholder analysis 
• Conduct stakeholder survey 
• Update City's Mission, Vision & Values 

statements 
• Gather economic & demographic trend 

data 
• Conduct environmental scan 

Meet 
• Hold strategic priorities 

gathering/prioritization retreat 
• Set overarching goals and objectives 

 
 

 

Plan 

• Draft strategic plan of goals and 
objectives 

• Choose relevant performance measures 
• Gather departments' set of initiatives that 

align w/ goals and objectives 
• Pick priority initiatives 
• Draft Business Plan from top initiatives 

Do 

• Put Business Plan into action 
• Allocate budget for Business Plan initiatives 
• Monitor objectives' performance measures 
• Track progress of strategic initiatives 
• Monthly meetings 
• Reports 



STRATEGIC PLANNING IN MIRAMAR 



STRATEGIC PLANNING IN MIRAMAR 
• 0.1 Preparation 
• 1.1 Identify Stakeholders and Organization Activities 
• 1.2 Stakeholder Analysis 
• 2.1 Initiate and Agree on a Strategic Planning Process 
• 3.1 Clarify Organizational Mission and Values 
• 4.1 Conduct an Environmental Analysis Including a SWOC Analysis 
• 5.1 Establish / Update an Organizational Vision 
• 6.1 Identify the Strategic Issues Facing the City 
• 7.1 Formulate Strategic Goals and Objectives to Manage Issues 
• 8.1 Review and Adopt the Strategic Plan 



PERFORMANCE MEASUREMENT & BENCHMARKS 

PERFORMANCE MEASUREMENT 
 



Bob Behn’s  

Why Measure Performance? 

 To evaluate 
  

 To control 
  

 To budget 
  

 To motivate 
  www.hks.harvard.edu/thebehnreport/July2004.pdf 

 

 To promote 
 

 To celebrate 
 

 To learn 
 

 To improve 
 



Performance Management Model 



Performance Measurement:  Accountability & 
Improvement 



Performance Measurement:  Accountability & 
Improvement 



What is Performance Measurement? 

• A system of measurement on a regular basis of the results and the 
efficiency of services or programs. 
 

• Helps to tells the public and elected officials how they benefit from our 
services. 
 

• Provides more insight into the extent to which our services help accomplish 
our mission. 
 



Why Performance Measurement 
is Important 

• What gets measured, gets done. 
• In order to improve something, you have to change it . . . In order to change 

something, you have to understand it . . . In order to understand something, 
you have to measure it. 

• It is better to make decisions on the basis of data than on “gut feelings” 
• If you can demonstrate results, you can increase public support. 



Categories of Information Used in Performance 
Measurement Systems 

• Inputs 
 Resources used in producing an output or outcome 
  
• Outputs 
 Completed activity, amount of work done within the organization 
 
• Outcomes 
 Assess the effect of the output 
 
• Efficiency or Unit-Cost Ratio 
 Relationship between the amount of input and the amount of output 

or outcome 
 



What is Benchmarking? 

• Selection of a reference point to make comparisons or measurement 
against 

 
• A standard that we measure ourselves against 
 
• Benchmarking should motivate people to improve toward a goal 



Beginning to Benchmark 

    To really improve your performance, you have to ask yourself:  
• Why are others better?  
• How are others better?  
• What can we learn?  
• How can we catch up?  
• How can we become the best in our peer group? 



Most Common Areas to Benchmark 

Five areas to benchmark 
• Historical trends 
• Our goals to our results 
• Internal components, i.e. between departments or between 

neighborhoods 
• Our community’s service level to similar communities’ level of service 
• Comparisons to other entities, i.e. larger communities, private business 
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Benchmarking – What to do… 

• Be proactive – select your benchmarks before they are selected for you 
 

• Be sure to compare apples to apples 
– Common definitions 
– Common data elements 
– Common time frame 
 

• Establish criteria for selecting benchmarking partners before selecting those partners 
 
• Remember it isn’t about “who’s first and who’s last”, it’s about your organizations 

priorities.  



Telling Your Story with Data 

Accountability & Transparency  
 

 Can you demonstrate to citizens and elected officials that your department, agency, 
program provides: efficient, effective and quality services? 
 

 Can you tell your story? 
 

 How do your departments and services compare overall to other local governments?  
 

 Do you have departments or services that are exemplary?  
 



Telling Your Story with Data 

Identify what questions need to be answered in your jurisdiction 
 Peer Groups 
 Performance targets and status 
 Best practice tracking   

 
Benchmark against peers on actual work performed and actual cost of 

performing that work 
 

Identify a target performance (estimate # of work orders that can be 
completed based on budget) 

 



The Benefits 

• Accurately measure organizational performance 

• Opportunity to learn from similar organizations 

• Quantifiable, verifiable, relevant data to present to management 

• First collection cycle may be challenging, successive cycles will be easier 

• More participation in a larger group (like FBC), better results! 

 



Summary of Benchmarking 

• Benchmarking should  motivate people to improve toward a goal.  
 
• If you don’t measure it, you don’t know if it works.  

 
• Used wisely, benchmarking can be a powerful change management tool. 

 
• Long term process that takes TIME! 

 
• "If we do not change our direction, we might arrive where we are moving towards."   

(Chinese Proverb) 



Overview: The Difference Between Performance Measurement and 
Benchmarking 

Performance Measurement 
 Focuses on measuring what is occurring, but does not ask why or 

how it is occurring 
 
Benchmarking 
 Comparing your performance to yourself (over time) or to other 

similar governments, programs or services 
 



 Examples of Output Measures 
 
Looking at Fleet Management 

•  Vehicle turnaround time 

•  Unscheduled work orders completed 

•  PM/scheduled work orders completed 

•  Gallons of fuel dispensed 

•  Annual new vehicles purchased 

•  Annual vehicle disposition 
 

 



 Examples of Quality Measures 
 

Looking at Fleet Management 
•  Customer satisfaction measures 
        
•  Repetitive maintenance statistics 
 
•  Mean time between failures 

 
•  Warranty statistics 

 
•  Average maintenance cost per vehicle 
 

 



 Examples of Outcome Measures 
 

 

 

Looking at Fleet Management 

•  Daily vehicle availability 

•  Fuel consumption reductions 

•  Percentage of replacement eligible vehicles 

•  Revenues (direct labor/material sales) 

•  Customer mission completion statistics 
 

 

 



 Fleet Management – Example of Outcome Measure 



 Fleet Management – Example of Outcome Measure 



 Average Days from Complaint 
to First Inspection (Cities) 



 Average Days from Complaint 
to First Inspection (Counties) 



 Percent of Cases Brought 
Into Compliance (Cities) 



 Percent of Cases Brought 
Into Compliance (Counties) 



Square Miles per 
Officer FTE (Cities) 



 Square Miles per 
Officer FTE (Counties) 



Cases per Officer FTE (Cities) 



 Cases per Officer FTE (Counties) 



Cost per Case (Cities) 



 Cost per Case (Counties) 



 Cost per Citizen (Cities) 



 Cost per Citizen (Counties) 



PERFORMANCE MEASUREMENT & BENCHMARKS 

EXAMPLES 
 



 
 
 







A Great Hometown 

Great Neighborhood 
Great School 
Great Parks 

Let Us Show You! 



Business Service Hierarchy 



F 
O 
C 
U 
S 

Refocused Vision 



Budget 2014: Budget 



Budget 2014: Functions 



 
 

Budget 2014 : Alignment 

FUNDAMENTAL 
GOAL 

PROJECT 
MEASURE 

FUNDING LEVEL 













 
 

Access Wellington 



 
 

Access Wellington: Alignment 



Access Wellington: Graphs 



 
 

Access Wellington: Measurements 

Core Objective: 
Increase Owner Occupancy 

Performance Measure: 
Owner Occupancy Rate 

Project: 
Neighborhood Stabilization Program 



 
 

Access Wellington: Analysis 



 
 

Access Wellington: Benchmarking 



 
 



 
 



 
 



 
 



 
 To accomplish the implementation of strategic planning and 

performance measurement, you need: 
• Buy-in 
• Plan 
• Time 
• Staff 
 

PERFORMANCE MEASUREMENT & BENCHMARKS 



THANK YOU 
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