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PURPOSE

• To provide an overview of Report AUD16022 Value-for-

Money Consulting Report: Performance Measurement -

Research and Next Steps
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START OF PROJECT:  DASHBOARDS
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NOW:

Dashboard

O pen Data
Continuous Im provem ent

Performance 

Community Indicator

Resident Satisfaction
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Performance Accountability
Integration with Strategic 

& Business Planning

Business Intelligence

Family of Measures

Performance 

Excellence

Regular Reporting & 
Corrective Actions

Common Language



Performance

Population

Accountability

Performance

Accountability



Why performance 

measurement?measurement?
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• Pockets of strength, but no corporate-wide 
system

• Opportunity to leverage many best practices

• Requires multi-year, dedicated effort

GENERAL FINDINGS:

INTERNAL/EXTERNAL RESEARCH

• Transformation success enhanced through 
“common language”

• Corporate-wide training/accountability 
important to success

• Community partners play a key role

• Regular resident/business feedback



This could 

transform the transform the 

organization.
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EXTERNAL RESEARCH

Purpose:

Conduct an environmental scan and select 

best practices from other organizations to 

enable the City of Hamilton to transition to a enable the City of Hamilton to transition to a 

high performance organization.
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EXTERNAL RESEARCH 

OVERVIEW

• Initial screening of over 100 cities

• Detailed research on web of over 40 cities

• Each city scored against a set of criteria

• Site visits completed for key cities

• Looked at performance measures content, integration, • Looked at performance measures content, integration, 
communication

• Organization of resources

• Dashboard best practices/implementation

• Relationship of open data

• Resident surveys, customer satisfaction

• Well being measurement
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WHAT WE LIKED
PERFORMANCE MEASUREMENT FRAMEWORKS 
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• How much did you do?

• How well did you do it?

• Is anyone better off?



FAMILY OF MEASURES

Productivity
-Licenses processed per eel hr

-Units produced per week

-Call handled per hr

Cost
-Cost per license issued

-Cost per eel taught

-Cost per lane-km paved

Input
-# of FTE’s

-# of EE hrs worked

-# of vehicles

-Total operating expenditures

-Money spent on equipment

Output
-# of permits issues

-# pavement mms resurfaced

-# people trained

-# cases managed

-# documents processed

-# clients served
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-Call handled per hr

-Cases resolved per agent

-Cost per lane-km paved

-Cost per client served

-Cost per document

Quality
-Timeliness

-Accuracy

-Requirements

-Meeting Customer Needs Outcome
-% cases resolved

-% of entities in compliance with requirements

-% of clients rehabilitated

-Highway death rate



THE TOP DASHBOARDS/PERFORMANCE 

MEASUREMENT/OPEN DATA PROGRAMS

• Dublin, Ireland

• Boston, MA*

• Kansas City, MO

• Los Angeles, CA

• Montgomery County, MD

• Irving, TX*

• Santa Monica, CA
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• Calgary, AB*

• Edmonton, AB*

• Portland, OR*

• Niagara Region, ON*

• Houston, TX*

• Dallas, TX

• Seattle, WA *Site visit occurred



WHAT WE LIKED 

• Visually appealing dashboard

• “Basic Services” dashboard

• Easy find on the internet

• Use of plain language
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• Use of plain language

• Insights & trends

• The public as the audience

• Accessible/linkage to open data sets

• Portrayed outcomes in relation to 
baselines/targets



DUBLIN, 

IRELANDIRELAND
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BOSTON, MABOSTON, MA
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BOSTON-BASIC SERVICES

Basic Services Meetings agendas are driven 
based on data from:

• Top citizen requests reports (based on real-
time data)

• Boston 311 data

• 311 issues tracking ID numbers for all reports, sets 
clear service delivery times

Very similar to “CitiStat” and “CompStat” models 
used by other cities and police forces
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KANSAS CITY, 

MOMO
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Kansas City, MO

http://kcstat.kcmo.org/
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LOS 

ANGELES,ANGELES,

CA
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CALGARY, ABCALGARY, AB
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Also includes:

• Service Plans and 

Budget

• Integrated Risk 
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• Integrated Risk 

Management

• Individual 

Performance 

Development



EDMONTON, 

ABAB

28



29



30



PORTLAND,

OROR
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A GATR Session is:

• A data-driven executive level management meeting focused on specific 

topics of interest to the Mayor. 

• With an eye to increased collaboration and problem solving, these 

sessions will:

1) Track bureau performance against established goals, and 

2) Identify solutions to help the City operate more efficiently and 

effectively. 



NIAGARA 

REGION,REGION,

ON
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HOUSTON,

TXTX
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DALLAS,

TXTX
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SEATTLE,

WAWA
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MONTGOMERY 

COUNTY,COUNTY,

MD
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IRVING, TXIRVING, TX
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SANTA 

MONICA,MONICA,

CA
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SUMMARY

• Many cities leveraging newer technology toward 
becoming more citizen responsive/data driven

• Making better use of performance measures and 
analytics in improving operations and demonstrating 
value for money

• Manifest in how cities have chosen to be transparent with • Manifest in how cities have chosen to be transparent with 
performance information through citizen dashboards

• Dashboards, performance measurement systems, more 
extended measurements and open data programs are 
closely linked

• Development of these systems requires significant effort 
and once launched, ongoing support is necessary
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WHAT SUCCESS LOOKS LIKE

• Relentless focus on innovation

• Deep understanding and commitment to analytics

• Strong performance accountability mechanisms

• Customer centric approach

• An organizational imperative for having timely, reliable • An organizational imperative for having timely, reliable 
data that are the basis for evidence-based decision 
making

• Performance measurement integrated with strategic 
planning, business planning, and process improvement

• Leadership that “knows the numbers”

• Leveraging of community partnerships
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Internal Research

Purpose:

Evaluate the current state of performance 

measurement at the City of Hamilton. 
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Selection of 

measures

Data collection

& measurement

Communication 

of results

Current State of 

Performance Measurement

Average of all 

service areas

Use of 

performance 

measures

Culture

Absent Initial Emerging Mature 57



INTERNAL RESEARCH FINDINGS

• Performance measurement maturity varies across 

the organization

• No corporate-wide performance measurement 

framework

• Majority of service areas have some type of 

performance measures, but:

• Operate in isolation

• No link between performance measures and the strategic 

plan 

• Do not consistently set performance targets or goals. 
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TOP 5 SERVICE AREAS FOR 

PERFORMANCE MEASUREMENT

• Animal Services

• Emergency Medical Services & Community 

Neighbourhood Paramedic Initiatives

• Energy Management

• Long-Term Care, Long-Term Care 

Accommodation & Community-Based Care

• Public Transportation
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Selection of 

measures

Data collection

& measurement

Communication 

of results

Animal Services

EMS & Community 

Paramedic Initiatives

Energy Management

Long-Term Care, etc.

Public Transportation

Average of all service 

areas

Top 5 Service Areas

Use of 

performance 

measures

Culture

Absent Initial Emerging Mature 60



RESEARCH FINDINGS 
COMMON FEATURES – TOP 5 PM SERVICE AREAS

• Use performance results to make process 

and program changes

• Report to Council regularly

• Utilize graphs and illustrations to 

communicate performance results

• Submit evidence-based funding requests
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CHALLENGES:
IDENTIFIED BY MANAGEMENT

• Resources

• Technology

• Software for dashboards and 

data is neededdata is needed

• Data

• Management

• Standards

• Integrity
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REQUIREMENTS:
IDENTIFIED BY AUDIT SERVICES

• Performance Measurement framework and 

related budget

• Maintenance of Effort/Availability of data

• Measuring achievement of high level goals 

strategic plans/measures beyond our direct 

control

• Culture & change management plans
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FUTURE OPPORTUNITIES

• Making performance accountability 

information available to the public

• Integrating measures with planning and 

decision makingdecision making

• Use citizen satisfaction measures and 

report on them publicly

• “Performance Excellence”
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HIGH POTENTIAL AREA:
HAMILTON WATER

• Has quantitative and qualitative, short term, 

output and outcome measures that relate to 

a mission statement

• No direct link between existing measures • No direct link between existing measures 

and the strategic plan

• Continuous improvement work can 

complement and support enhanced 

performance measurement efforts in the 

future
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HAMILTON,

ONON
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How do we measure RELIABILITY?
Our goal of being reliable is made up of a number of key measures, including how often 

a bus arrives on time. We look closely at specific measurements such as how often a 

bus arrives early and how often a bus arrives late.

Click on one of the graphs below to learn more about what each of these measurement 

means, why they are important, and what we are doing to improve.

SAMPLEReliability

Early 

Arrivals

More info

On Time

More info

Late Arrivals

More info



Tracking Performance of the HSR
There are about 22 million trips made by Hamilton transit riders every year. Keeping 

customers safe and secure, providing reliable service, and being customer-focused are 

top priorities for HSR.

The City of Hamilton is committed to making sure Hamilton residents and visitors get to 

where they need to go, when they need to go there. Council approved the Ten Year 

Local Transit Strategy in March 2015 that addresses the challenges and opportunities of 

public transit, including improving customer experience. These priorities – safety, 

SAMPLE

public transit, including improving customer experience. These priorities – safety, 

reliability, and customer focus – are key to a consistent, positive customer experience.

Safety Reliability Customer 

Focus



Early Arrivals

What does ‘early arrival’ mean?

‘Early arrival’ means that the bus gets to the stop 

more than two minutes ahead of the scheduled 

time.

Why is this measure important?

Measuring arrival times is important because if we 

arrive too early, people may miss their bus. Riders 

need to know when to be at a bus stop in order to 

catch their bus at the right time. ‘Scheduled’ arrival 

SAMPLE

catch their bus at the right time. ‘Scheduled’ arrival 

times set expectations. Meeting expectations is key 

to providing a positive customer experience. One of 

HSR’s top priorities is customer experience.

What are we doing to improve?

We track early arrivals for all of the stops that we 

make. So far in 2016, we have arrived no more than 

two minutes early 93.6% of the time, which is close 

to our target of 95%. To improve this rate, we work 

with drivers to constantly monitor their time and 

decide whether to slow down or wait at a stop to 

keep to the scheduled time.

Target



Sample taken from

https://www.hamilton.ca/city-

CURRENT OPEN DATASET

https://www.hamilton.ca/city-

initiatives/strategies-

actions/open-accessible-data

September 7, 2016



A MODEL OF PERFORMANCE 

EXCELLENCE
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i. Develop, design and implement a public facing City 

Dashboard as part of a broader strategy to improve 

the efficacy and use of performance measures in 

City management.

ii. An office of Performance Excellence be 

NEXT STEPS
(TO BE IMPLEMENTED BY THE CITY MANAGER)

ii. An office of Performance Excellence be 

established by the City Manager to provide 

dedicated resources to oversee and coordinate the 

development of a mature performance 

measurement regime.
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iii. The Performance Excellence team will work 
with departments to:

• Develop robust performance measures and analytics

• Establish and track the strategic plan, business plans and key 
initiatives, process improvement opportunities, 
customer/resident research

• Align organizational practices with recognized criteria and 

NEXT STEPS
(TO BE IMPLEMENTED BY THE CITY MANAGER)

• Align organizational practices with recognized criteria and 
acknowledged better practices in municipal management

iv. City of Hamilton adopts a results-based performance 
accountability framework (e.g. “Results-Based 
Accountability”).

• This will enable consistency in performance 
measurement maturity and create a consistent culture of 
performance excellence
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v. Adopt practices that model other cities integration of 

performance measurement with:

• strategic planning

• open data

• business planning

NEXT STEPS
(TO BE IMPLEMENTED BY THE CITY MANAGER)

• business planning

• business intelligence

vi. Establish a strong accountability regime modelled on 

the Citi Stat approach

vii. Explore the development of community indicators with 

community partners 

• This will highlight the City’s strengths and challenges across: 

well being, sustainability, and citizen experience.
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viii. The City adopt a broadly targeted training regime 
in innovation, measurement, analytics, and 
process improvement to inculcate a strong culture 
of performance accountability and ensure the 
capacity and skills for successful implementation 
of a robust performance measurement system.

NEXT STEPS
(TO BE IMPLEMENTED BY THE CITY MANAGER)

of a robust performance measurement system.

ix. Put into place an annual performance report of all 
City programs and services that explain to 
residents the quality, impact and satisfaction with 
services that has been achieved, in light of 
previous historical trends and targets established.
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x. Implement a system of regular measurement of 

resident satisfaction and business satisfaction with 

services and programs delivered by the City and 

incorporate that information into ongoing 

measurement, strategic planning, business 

NEXT STEPS
(TO BE IMPLEMENTED BY THE CITY MANAGER)

measurement, strategic planning, business 

planning and the annual performance report.

xi. Establish relevant policies and procedures 

including: Performance Measurement Policy, Open 

Data Policy, Citizen Survey Policy.

xii. Identify and procure the appropriate software tool 

for the City’s dashboard and open data portal.
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DISCUSSION

& 

QUESTIONS
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