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Training objectives 

1. Why Measure Your Performance? 
2. Overview of ICMA and CPM 
3. Performance Measurement Terms & Concepts 
4. Entering Data 
5. Communicating Performance 
6. So What Does That Mean for Me? 
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Why Measure Your Performance? 



How much time does your jurisdiction spend on… 

• Budgeting 
• Accounting 
• Auditing 
• Managing money 
• Managing people 

 
 

 



How much time does  your jurisdiction spend on… 

• Budgeting 
• Accounting 
• Auditing 
• Managing money 
• Managing people 

 
 

 

• Understanding expectations 
• Measuring efficiency 
• Measuring effectiveness 
• Measuring satisfaction 
• Comparing to last year 
• Comparing to other LGs 
• Comparing to private sector 



Performance measurement doesn’t 
necessarily answer questions. 

 
Performance measurement helps you 

ASK the right questions. 



Answering questions 

1. What’s affecting our performance?  
2. How much should it cost? 
3. Where do we target our resources? 
4. How can we generate community support? 
5. How do we know what good performance is? 
6. How do others achieve high performance? 
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Overview of 
ICMA and CPM 



 
ICMA and CPM 

International City/County Management Association 
• Nonprofit supporting professional development 

and local government research 
 

Center for Performance Measurement 
 Developing common measures that facilitate 

comparisons 
 Identifing effective management practices 



CPM National Service Areas 

 Police 
 Fire & EMS 
 Code Enforcement      
 Permits & Land Use 
 Parks & Recreation 
 Highways & Roads             
 Solid Waste 
 Library Services 
 Housing 
 Youth Services 

 

• Facilities Management 
• Fleet Management 
• Purchasing 
• Human Resources 
• Information Technology 
• Risk Management 

 
• General Government 
• Sustainability 



Surveys are driven by participant input 

• Developed by you - managers, department heads, 
budget staff, and line employees 

• Changes in technology or service provision? 
• Detailed discussions on  
 “CPM New” – software  
 and service changes  
 for FY2014 



Detailed instructions 

• What is overhead, when are funds expended? 
• When is a case “closed”? 
• Are staff counted as budgeted or filled?  With 

overtime? What about exempt employees and 
volunteers? 

• How should special circumstances be reported 
(e.g., Do police calls for service include officer-
initiated actions?) 
 



Data cleaning 

How do you know your data (or anyone else’s) is 
reliable? 

• Verification of outliers and logical inconsistencies 
• Opportunity to add full text comments 
• Database reviewed/updated prior to data 

reporting 
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Performance Measurement 
Terms and Concepts 



Key terms 

 Descriptors 
 Inputs 
 Outputs 
 Efficiencies 
 Outcomes 



Descriptors 

 Tell about the “state of being” of the jurisdiction or 
program, the way services are provided, or how 
resources are used  

 Do not tell how much or how well 
 Examples: 

• Service area or daytime population 
• General/special fund expenditures (libraries, utilities?) 
• Service delivery methods 
• Military base, convention center, water park 

 



Inputs 

 “Money and people power” 
 Resources used to produce a program or provide a 

service, generally expressed in expenditures or labor 
units 

 Examples: 
• O&M expenditures for road rehabilitation 
• Expenditures for library materials 
• Hours paid to code enforcement personnel 
• Volunteer and grant support 

 



Outputs (aka Workload Measures) 

 Usually expressed as  
• Units of service provided 
• Number of items produced 

 Examples: 
• Tons of residential refuse collected 
• Number of new low-moderate income housing units 

completed 
• Number of lane miles swept 



Efficiency Measures 

 Tell how well the organization is using its resources 
 Expressed as ratio between input and output (or 

outcome) 
 Examples: 

• Number of transactions per purchasing FTE 
• Cost per work order completed 
• Expenditures per code violation case closed 



                    What’s most efficient might  
not be the best quality 



Outcome Measures 

 How well is the program accomplishing its mission? 
 Aligned with mission and community priorities 
 Examples 

• Citizen and customer satisfaction ratings 
• Road ride quality index 
• Percentage of patients delivered with a pulse 
• Percent of residents who feel safe in the jurisdiction 
• Fires confined to room of origin 

                                                 

https://www.arttoday.com/PD-0031964/Main/signup/index?PRODUCT=AT_TIME_07&oid=1274644&a=c&width=128&choose_prod=y


  



How many police 
officers should you have 
per 1,000 population? 

How many police 
officers should you have 
per 1,000 population? 



Comparisons on single or multiple variables 

 
Kirkland Bellevue Renton 
 
Officers per 1,000 Population 
 1.4           1.5                 1.6 
 



Comparisons on single or multiple variables 

 
Kirkland Bellevue Renton 
 
Officers per 1,000 Population 
 1.4           1.5                 1.6 
 
Workload: Part I Crimes per Officer 
    29.2              28.4                   63.1 

• Staffing may be based on 
crime rates, community 
policing or other 
considerations 

• CPM does rank jurisdictions 
because priorities (police 
or parks, libraries or 
composting) are set locally 
via elected officials and 
strategic plans 



A Best Practices Suite of Measures 

 No single measure tells the whole story. 

 Spotlight is on the customer’s perspective. 

 Alignment with the program mission. 

 Focus on comparisons and continuous improvement.  

 Data collection is reasonable. 
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Entering Data 



Software and Website 

 
• CPM private site: icma.org/cpm 

– Online query and graphing tool 
– More sample reports from CPM participants, 

contact rosters, links 
 



 



http://cpm.icma.org/register 



 

• PDF survey 
• Tabbed sections 
• All data sent, saved, 

and printable in Excel 
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Communicating Performance 



How do you measure and communicate performance? 

 
    “No one knows 

what it means, 
but it's 
provocative...”  

Will Ferrell in Blades of Glory, © 2007, DreamWorks Pictures 



Two ways to tell a story: 

Is this how you “communicate” with your residents? 
Do your readers know what it means? 



Focusing on fewer measures in greater depth  
may say a whole lot more 



What do you report? 

 
• Ask your audience  
• Give them context 
• Choose those measures that tie most directly 

to your strategic plan, department goals 
• CPM identified core measures for each service 
 



Compared to goals… 



Strategic… 

• Vancouver, WA 



Cascading… 

We spend funds 
 
    so that 
 
We provide 
programs 
 
    so that 
 
We accomplish 
goals 

• Highland, IL 



Summarized
…With good 
back-up 

Bellevue, WA 



And communicating where it counts: 

• County of Sarasota, FL 



Regional Consortia 

- Arizona 
- Atlanta metro 
- Boston metro  
- California (Bay Area) 

counties 
- Chicago metro 
- Colorado 
- Kansas City metro 
- Ohio (Central and 

Southwest) 
- Oregon 

- Puget Sound 
- Texas 
- St. Louis metro 
- Virginia 
 
Other consortia: 
- Fire/EMS only 
- Smaller communities 
- College Towns 
- Cold Weather 



Potential comparison jurisdictions 
 
    

 

 UNDER 10,000 
• Airway Heights, Washington  
• Bloomfield Hills, Michigan 
• Ellisville, Missouri  
• Garden City, Georgia  
• Purcellville, Virginia 
• South Padre Island, Texas 
• Windsor Heights, Iowa  

 
10,000 - 24,999 
• Brownsburg, Indiana  
• Destin, Florida  
• Durango, Colorado 
• Hooksett, New Hampshire 
• La Vista, Nebraska  
• Loveland, Ohio  
• Starkville, Mississippi  

 
25,000 - 49,999 
• Annapolis, Maryland  
• Bettendorf, Iowa 
• Germantown, Tennessee  
• Mankato, Minnesota  
• Monterey, California  
• Needham, Massachusetts  
• Rome, Georgia  
• Twin Falls, Idaho  

 

50,000 - 99,999 
• Albany, Oregon  
• Auburn, Alabama  
• Bowling Green, Kentucky  
• League City, Texas  
• Livermore, California  
• Nevada County, California  
• Orland Park, Illinois  
• Palo Alto, California  
• Portsmouth, Virginia  
• Rock Hill, South Carolina  
• Sioux City, Iowa  
• Sparks, Nevada  

 
100,000 - 249,999 
• Bellevue, Washington  
• Bridgeport, Connecticut  
• Coral Springs, Florida  
• Fort Collins, Colorado  
• McAllen, Texas  
• Olathe, Kansas  
• Peoria, Arizona  
• Peoria County, Illinois  
• Savannah, Georgia  
• Scottsdale, Arizona  
• Tacoma, Washington  
• Vancouver, Washington  

 

250,000 - 499,999 
• Aurora, Colorado  
• Greensboro, North Carolina  
• Henderson, Nevada  
• Kansas City, Missouri  
• Marin County, California 
• Mesa, Arizona  
• New Orleans, Louisiana  
• Plano, Texas  
• Raleigh, North Carolina  
• Sarasota County, Florida  
• County of Sedgwick, Kansas  
• Wichita, Kansas  

 
OVER 500,000  
• Austin, Texas  
• Bernalillo County, New Mexico  
• Dallas, Texas  
• Fairfax County, Virginia 
• Lake County, Illinois  
• Milwaukee County, Wisconsin  
• Oklahoma City, Oklahoma  
• Miami-Dade County, Florida 
• Phoenix, Arizona 
• Portland, Oregon  
• San Antonio, Texas 
• San Mateo County, California 
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Learn from high performers of all sizes 



Comparisons by population 



 

Key measures already 
graphed for you 



 

• Click to add measures 
from that or any survey 

• Filter by population, 
state, or other criteria 



Multi-Year comparisons 

 



Multi-Year comparisons 

 

No time for the full tutorial?   
Try the 44 second version 
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So What Does That Mean for Me? 



Don’t measure something just because you can 

Number of quarterly reports:  4 
 
Multi-year data planning 
 Focus on low-hanging fruit 
 Identify policy questions you’d like to answer 
 Are you collecting the data you need? 
 If not, what steps are you taking to correct that? 



Don’t measure something every way you can 

Income statistics: 
 
 Median household income 
 Average household income 
 Per capita income 

 
 

Consider the return on investment 



Data as a Spotlight: Albany, OR 

 Sick leave: Tracked usage 
by individual, dept., 
season and type 

 Fleet management: 
Identified divisions and 
individuals that were not 
submitting full records 
(mileage, work orders, 
fueling). 



Using the data: Santa Barbara County, CA 

 Surveyor: Wasn’t meeting performance targets due to 
staffing vacancies, so some of work was outsourced 
 

 Public Works: Reviewed lane miles paved and $/lane 
mile, and switched method of sealing streets 
 

 Fire: Studied response time w/ options for additional aid 
agreements or consolidation among area fire agencies 
 

 Gen. Services: Cost studies led to paperless paychecks 
and other benefits admin. 
 



How dusty is your shelf? 

 Review and correct prior year performance reporting 
 Verify data reliability 
 Train staff 
 Focus on data as an invaluable tool for understanding 

and communication 
 

 



Learn from others – Ask questions online 

 



Learn from others – Case studies and webinars 

 
 
 
 
 
 
All recorded for 
download 



Next Steps 

 Today through Wed:  Service area Meetings 
 Download 2012 dataset 
 October 1: Initial deadline for 2013 data 
 Preliminary data available in November 
 March 15: Final deadline for 2013 data 
 Beyond: 

• Learn from high performers 
• Tell your story to the community 
• Integrate PM into day-to-day management 
• Participate in discussions on FY14 

 
  



Questions and Answers 
Gerald Young 

gyoung@icma.org 
  

icma.org/cpm 
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