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PURPOSE Hamilton
 To provide an overview of Report AUD16022 Value-for-

Money Consulting Report: Performance Measurement -
Research and Next Steps
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Hamilton

N OVV Resident Satisfaction

OpenD aa

Continuous Im provem ent

Community Indicator

Dashboard

Performance
Excellence

Regular Reporting &

Common Language Corrective Actions

Performance Accountability Integration with Strategic

& Business Planning
Family of Measures
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Population
Accountability k& Communities in
Conversation
OUR FUTURE HAMILTON 25
Performance Mmy: LONG TERM YEAR PLAN

Accountability

MULTI-YEAR BUDGETS & PLANS 4
Service Levels & Resources

SHORT/MEDIUM TERM YEAR PLAN

APPROVED BUDGET 1

ACTIVITIES
SHORT TERM YEAR PLAN



JE——
—

1
Hamilton

Why performance
measurement?



GENERAL FINDINGS:
INTERNAL/EXTERNAL RESEARCH

* Pockets of strength, but no corporate-wide
system

« Opportunity to leverage many best practices
* Requires multi-year, dedicated effort

* Transformation success enhanced through
“common language”

» Corporate-wide training/accountability
Important to success

« Community partners play a key role
* Regular resident/business feedback
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This could
transform the
organization.
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EXTERNAL RESEARCH Hamilton

Purpose:

Conduct an environmental scan and select
best practices from other organizations to
enable the City of Hamilton to transition to a
high performance organization.
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EXTERNAL RESEARCH i
OVERVIEW Hamilton

* 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,
communication

« QOrganization of resources

« Dashboard best practices/implementation
« Relationship of open data

« Resident surveys, customer satisfaction

« Well being measurement
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WHAT WE LIKED Ll
PERFORMANCE MEASUREMENT FRAMEWORKS Hamilton

Results-Based
Accountability

 How much did you do?

« How well did you do it?

 |s anyone better off?

10



FAMILY OF MEASURES

Output

-# of permits issues

-# pavement mms resurfaced
-# people trained

-# cases managed

-# documents processed

-# clients served

Quality
-Timeliness
-Accuracy
-Requirements
-Meeting Customer Needs

Cost

-Cost per license issued
-Cost per eel taught
-Cost per lane-km paved
-Cost per client served
-Cost per document

Input
-# of FTE’s

-# of EE hrs worked

-# of vehicles

-Total operating expenditures
-Money spent on equipment

Productivity

-Licenses processed per eel hr
-Units produced per week
-Call handled per hr

-Cases resolved per agent

Outcome
-% cases resolved
-% of entities in compliance with requirements
-% of clients rehabilitated
-Highway death rate



o
—

THE TOP DASHBOARDS/PERFORMANCE (il
MEASUREMENT/OPEN DATA PROGRAMS Hamilton

* Dublin, Ireland
 Boston, MA*

« Kansas City, MO
 Los Angeles, CA

Montgomery County, MD
Irving, TX*
Santa Monica, CA

« Calgary, AB*

« Edmonton, AB*
 Portland, OR*

« Niagara Region, ON*
 Houston, TX*
 Dallas, TX

« Seattle. WA *Site visit occurred
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WHAT WE LIKED Hallfllenton
* Visually appealing dashboard

« “Basic Services” dashboard

» Easy find on the internet

» Use of plain language

* Insights & trends

* The public as the audience

» Accessible/linkage to open data sets

* Portrayed outcomes in relation to
baselines/targets

13
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How Is Your Money Spent? e

bt CRy

DUBLIN CITY

In 2016 Dublin City Council has a budget of €803.6m or
€1,453 per person. This is how they spend it

Your Local Authority

+ Housing

T% of Budget)
c kgring snd paking fadities

Budget)

+ Environmental Services (s170.06m or 22 4% of Budget)

Fir= sendces, waste and iier manngement

n & Amenity

Lelzure Facliftias: Libraries: Outdoor Lalsurs Araas:

Community Sport & Recreational Arta Programme: Agency and Recoupable Sarvices:
Development:

+ Development Management (s42.51m or 5.4% of Budget)

Flanning, tourtsm and heringe, &ndl 100l SCOnaTic devsiopment

+ Other (=71.53m or 5.8% of Budget)
Collzge grants, soministra$ion of commencial rales and motor t=es, I0CE| PeprEseniathes” Salares and EXpEnses
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CITY of BOSTON : an EVENTS TRANSACTIONS FEEDBACK ,D E

CITY SCORE "

Last updated: 8171018

CITYSCORE

CityScore is an initiative designed to inform the Mayor and city managers about the overall health
of the City at a moment s notice by aggregating keyv performance metrics inio one number. Here we
will provide you with an overview of the CityScore tool and data, but more importantly we will

show you how we are using CifyScore to make improvements across the City.

THE TOOL

TODAY'S SCORE

1.34

Q—— O —90

Scores below 1 indicate ScoTes e 1 mdicaie that
below 1 indi hirt aho indi th
performance is below the performance is exceeding

forget. the target.




Topic

311 CALL CENTER PERFORMANCE
CONSTITUENT SATISFACTION SURVEYS
GRAFFITI ON-TIME %

MISSED TRASH ON-TIME %
PARKS MAINTENANCE ON-TIME %
POTHOLE ON-TIME %

SIGN INSTALLATION ON-TIME %
SIGNAL REPAIR ON-TIME %
STREETLIGHT ON-TIME %

TREE MAINTENANCE ON-TIME %
ON-TIME PERMIT REVIEWS
LIBRARY USERS

BPS ATTENDANCE

BFD RESPONSE TIME

BFD INCIDENTS

EMS RESPONSE TIME

EMS INCIDENTS

PART 1 CRIMES

HOMICIDES (TREND)

SHOOTINGS (TREND)

STABBINGS (TREND)

TOTALS




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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KCSTAT DATAKKCMO.ORG HELP SIGNUP SIGN IN

ClhnY ©@IF [¢ANS/AS (EIN?

SEMIISSOIUR!IE
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R e

KCStat is a data driven approach to improve city services.
You can monitor Kansas City's progress on this site.

KCStat focuses on monitoring the City's progress toward its Five-Year Citywide Business Plan. The plan is organized around
six goal statements adopted by the Mayor and City Council, which are outlined below. This site provides an "at-a-glance” view

of these goals and objectives. Clicking on a tile tells you the full story for that topic area and the objectives within it. The
visualizations on this site automatically update to reflect the most recent data.

Each month, on the first Tuesday from 9-11:30 a.m., the Mayor and City Manager moderate a KCStat meeting on one of the
goal areas, during which City staff present data and information that is used to assess progress on the individual objectives
and overall goal.
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http://kcstat.kcmo.org/

Customer Service

Engagement & Customer Service
Communication
Percent of citizens safisfied Percent of citizens satisfied

@ nesds improverent

Finance and Governance

Financial Operational
Management Efficiency
percent of citizens satisfied annuz,al expendifures on
with the value received for workers compensatiol
their tax doliars

o needs improvernent

Government
Transparency

202,256

Open Data K(g Sessions

Infrastructure and Transportation

Neighborhoods and Healthy Communities

Clean & Maintained
Neighborhoods

29

90 of cilizens satisfied with
the enforcement of
litier/debris clean-up

Q@ resdsimprovement

Planning, Zoning, and

Healthy Community Community
Resources

Percent of citizens safisfied Percent of ciizens safisfied

with efforts to encourage with community center

healthy eating & aciive programming/aciivities.

ving o needs improvement o needs improvement

gnomic Development

KC as a Destination

250,77

Hotel room nig1ns bookdli

Public Safety

Economic Dewvt.
Strategies

70

Percent of businesses
salisfied with KC as aiae

Detail =

Strategic Asset Multi-modal
Investment Transportation
Percent of Cifizens Percent of Citizens
Satisfied with Maintenance Satisfied with Public Trzgad
of City Sireets, Sidewalks,

and Initnsetiranprovement

Sustainable
Infrastructure

41.9

Percent Reduction in Trash

Water and Sewer
Systems

91

Percent of all main breaks
repaired and restored D2

Detail

Animal Safety

39

Percent of citizens safisfied
with enforcement of animal
code

@) measuing

Crime Prevention Emergency
Services
Percent of aiizens safisfied Percent of ciizens safisfied

with efforts to prevent crime

wiith the quality of fire

@ needs improvement

Detail =

Promote Justice

90

Percent of Municipal Court
cases cleared last quarter

@ needs improvement

Detail =

22



KCSTAT DATA.KCMO.ORG HELP SIGN UP SIGN IN

' Planning, Zoning, and Economic Development

e Promote economic growth in Kansas City

The key measurement for this priority is the rating by business owners of Kansas City as a place to do business. This data for this metric comes from the annual
business satisfaction survey. The target for this is 65.1% by May 2016 eeceteca

70Percent of businesses satisfied with KC as a place to do business , 65.1

Final Result from Oct 2015 May 2016 Target
@ Kansas City's Unemployment Rate @ Average Annual Wage @ Total jobs
6.8 65,688 416,197
percent unemployed dollars jobs,
Expiore the data- Explore the data- Explore the data-
Lower unemployment means residents searching for jobs have an easier time Average annual wage data shows how jobs translate into income for the City's The total jobs number accounts for all jobs in Kansas City, Missouri including
finding them. No goal has been set for this measurement. These figures come from residents. Growth in this figure represents increased economic opportunity for agriculture, part-time and self-employed. This high numbervalidates Kansas City as
the Bureau of Labor Statistics. - residents and an increased tax base for the city. No goal has been set for this an employment hub with more jobs than adult residents,which means that we have
measurement - more non-residents coming into KCMO to work every daythan residents leaving

KCMO to work. -

23
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52,100
FROZEN RATS

A

TTRY .';‘ +]
Iurls"-hl |I il

See what your Crty buys at ContmIPanef LA

What's this?

Snake food! The Los Angeles Zoo buys frozen rats and other

rodents to Feed snakes, birds of prey, and other carnivorous
animals.

Why do we buy this?

Some animals love the taste of large frozen rats, but for those

that don't, the Los Angeles Zoo also buys live fuzzy mice,
medium frozen rats and large frozen mice

Interesting Fact:
The Los Angeles Zoo is

home to more than 1,100 mammals,
birds, amphibians and reptiles, representing more than 250
different species — of which 29 are endangered

About ControlPanel LA:

ControlPanel LA is your source for information about the
City's expenditures, revenues, payroll, special Funds & more.
All data cumulative July 1, 201 1-June 30, 2014.

RON | GALPERIN

Los Angeles City Controller
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Our Performance Management System

Performance Measurement and Accountability

The City's corporate standard for performance measurement is Results-
Based Accountability (RBA). It is a simple, practical and disciplined
approach for planning, evaluating and continucusly improving senices
starting from a basis of performance measurement RBA looks at ways to
improve the guality of life in communities and performance of City
programs and services — challenging us to look at what did we do, how well

Also includes:

« Service Plans and
Budget

 Integrated Risk
Management

* |Individual

Performance

the organization. The corporate program for Service Review and

Improvement is currently centered on the Zero Based Review (ZBR) D eve I O p m e nt

program. The "zero-based” aspect of the reviaws refers to the fact that all

did we do it and, above all, is the community that we serve any better off?
More information on the RBA approach can be found here.

Service Review and Improvement

aspects of a service are under review —what we do, why we do it, as well
as how well we do it, building on some of the key concepis of RBA. The
end result of a ZBR is a set of detailed and implementable
recommendations for efficiency and effectiveness improvements. More
information on the ZBR program can be found here

27
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Basibodnd SHOWCASES PEfolmante dald fof Seleti st
ommitied o Improving the wayit i_nfcn_r"iﬂé; EdmoRionians &b
Vore detzseis Wil be Bddedin the sutire:

TRANSIT RIDERSHIP

88.9M
()

RIDES IM LAST 12 MONTHS

TRAFHFIC INJURY
RATE

28
()

MJURIES PER 1,000 POPULATION

&5 JOURNEY TO WORK

MODE

ol  BUSINESS

SATISFACTION:

497
@

% SATISFIEDAVERY SATISFEED

DATS ON-TIME

/i VEHICLE COLLISION
RATE

13.2
)

COLLISIONS FER 1.000
POPULATION

TOTAL FOTHOLES FILLED ¥TD
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Transporiation

Transit Security
Goal: Maintain transit security incidents below 6.5 incidents per 100,000 boardings. g

8 . 74 Incidents Per 100,000 Boardings 6.5

Dol A6 Tl

Needs Improvement

Camer® o of Pl 200

Measure Description

Trass Mecuety mMEEnars By b ol sy nraiens reporied o farsd o BTl nSatmrs pel 100 200 et S i =
e gt Coale of (L Byles PRI Cimoral ©o0ie kSl ey EOf Seietesd | fe et Tomrel ekt beon e L HE Aescmed

T B TS L Weid EEERd £ CofTai] B CTUBRJH 3. WELATI Jecd ][00 GBS Pl iTodbiei A S

Measure Importancea

Halanl @red pmurhesd BedaliPy Al d Bay Bachodh o iseru ) Wartsl e el ] b iy W | ] prewdords s PLEE Vierd Opee dlerrs e el
Pyt Ly @ s sty Wil feleiyb g praeee By L bl L e W vl wlsCR wegiied Tl Wiy sie Dare eeadm Bk L AR Do P e gl

Sarnpea Lriwn

Historical Data

stiiilatutiintabdilon

iﬁhhﬂh B Kb e St etk R e BB e R P, e

o o
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City Bureaus Performance Dashboards

< 6 psor

Exj ity & Hiswin Blightn
Percentage of new housing units in the four-county region

that are within the City of Portiand 5%
Riverios & . Percentage of Portlanders living in compiste
Financial Sesvice = mwmm 63%
> ‘ Percentage of waste recycled or caomposted 70%
Irternal Services
Percentage reduction in per person carbon emissions from 30%

1‘ 1900 leveis

Development Servie

rk;li:imul ﬁﬂﬂﬂiﬂg & ‘lr.;dulwfﬁllhp-«lldp p.
.Mnlnrm-m Siﬁmbd'lﬂ'
Neighborhood

Invabediment

Bureau of Planning & Sustainability

Fy13-14
Actusl

31%

4%

70%

3%

PDC

Postiand Dievalepmes
Commituan

Directional symbols & colors represent FY13-14 to FY 14-15 trend.

FY12:13
é Key Performance Measure Actual

Artual

3%

64%

60%

3%

click to load Planning & Sustainability interactive dashboard

Techmalogy Servees ﬂ;:

Emesgency Management

FY14-15. FY15-16
Esfimate

£0%

B2%

B8%

ITHR

Huirman Resoures

Gesypirement Belatices

&

Farks B Recreaton

FY16-17
Targat Pobica Bureau

4o

37% *"fl"

Water Bureau

6%

portlandoregon.gov/cho/performance 3 2



MEASURING PROGRESS  MAYOR CHARLIE HALES PORTLAMD, OREGON

~—GATR

Government Accountability Transparency Results

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) ldentify solutions to help the City operate more efficiently and
effectively.
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Taxation

Miagara Feqion sirives for taxpayer affordability by ensuring that the amount of Regional and
municipal taxes paid by residents is an affordable part of their household income. The following data
measures the performance of our taxpayer affordabiiity strategy.

1.80%
) Ontarget
1.13% 2.00%
Baseiine Target
Jan 2014 2018

‘Success factors and frending »

0.00=
& Ontarget
1.89% 2.00%
Baseline Target
Jan 20704 2013

Success factors and frending =

35



Regional Tax Increase

Five-year average change to the portion of property taxes given to MNiagara Region.

Jan- 2014

1.13%

Baseline

Mar 2015

1.80%

Current

Factors that Affect Regional Tax Increase

O

5

Third pariy waste processing
contracts procured by
Region/Miagara Recycling

$5,340

‘Winter maintenance cost per
lane-kilometre of Regional
roadway

61.2%

Public transit service
coverage in 2015

O

O

Jap 2046

2.00%

Target

$8,250

Qperating cost per lane-
kitometre of Reqional
roadway

28,330 hrs.

Inter-municipal transit
revenue service hours in
20158
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INSIGHT. IMPROVE. INNOVATE.

The Mayor's Office of Innovation & Performance is leading the City's efforts to
provide insight to the public and City leaders, improve the way govemment
operates and innovate so that Houston continues to grow as a worid-class City.

INSIGHT
Performance Reporting

Gain Ingight into City
Government:

* Performance Insight

* Past Repaoris &
Publications

Budget Bootcamp

311 Performance
Dashbosrds

>

IMPROVE
Lean Six Sigma Program

Learn how the City iz
improving the way it serves
you:

* Learn more on our LSS
training page.

» Successiul Lean Six
Sigma Project Final
Presentations

i

311
2

o
D
r'\-v*
D

o
@ |
= [=:]
e |
&

27,085

INNOVATE
Cpen Data & Civic Innovation

See the Cily transforming and
be a part of the solution.

v Click here to visit the
interim data portal.

For more information,
please visit our non-
profit Civic Innovation
partner Skeich City.

For local events in Civic
Innovation, please visit
Open Houston Meetsp

Recent Posts

City of Houston Sees Savings from LED
Shreetlights

July 19, 2018

By Frank Bracco

InJune 2014 the City of Houston and CenterPoint agreed to
switch traditional streetlights in the City of Houston to LED
lights.

g, S0 Metar Open Data Requests as Cpen Daia
kL June 222016
¥ By Frank Bracco

At this year's City of Houston Hackathon, several
of the City's T professionals proposed an idea so

4th Annual City of Houston Hackathon Roundup
June 1, 2016
By Kurt Amend

On the weekend of May 13-15, a crowd of local
data nerds, coders, hackers, and generally civic minded
residents gathered together at the Houston Technology Center
to build cool things, share ideas

1 2 3 4 next & last =

Learn more...
* \iew past reportz and blog posis

&
Learn About

* Innovation & Performance Team
* Past Projects
* Howuston GIS and Maps

Houston Performance News

* |nnovation & Performance in the Press

2016-08-31 D1:2%:15PM
COH Server Time
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DALLAS DATA POINTS

THE CITY OF DALLAS PERFORMANCE DASHBOARD

Setting new standards for local government

Public Safety | Economic
Vibrancy

y:

Additional
Links

40



Economic Vibrancy
Permits
The number of permits issued serves as a leading indicator of economic growth o=

Qnumber of Sustainable and Development (SDC) projects

reviewe
Currernt as of Mar 2016
On Track
589 mumibes of Susi: b = = [ s revEewwes] ™ Showrchart
Sep 2016 Target

Sustainable Development and
Construction Permit Center

The Permtf CGenter is a one-stop shop for information and services
related to the construction and development process in Dallas.
Permits Issued

This measure tracks the total monthly nember of permits issued
{building and trade).

A higher number of permifls issued is preferred.

- Explores the data
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Welcome to Performance
Seattle

This site uses current data to monitor progress against the goals

for the future of the City of Seatile.
Questions? Suggestions? Email - -

Utilities & Environmg

Increase enrollment in the
Discount Program

enrolied
Housing, Human

Services & Education

Increase low-income housing
units citywide

L Operations &
Innovation

P Answer 206-684-CITY customer
calls quickly
% within 1 minute

Public Safety

B Arrive quickly to fire scenes
% within 4 minutes

Transportation

Track in-city bus nidership
weekday boardings

ommunity &
Economic

Development

Inspect emergency code
complaints promptly
% within 1 day

Parks, Recreation,
Library, Seattle Center
& Arts

# Restore arts funding to public
o schools

schools receiving arts funding
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Dependable and high-quality transit services and transportation operations are essential to the social and economic health of our
city. Below are measures that track cur prograss toward both maintaining our success rates as well as improving our service

delivery for the benefit of all Seattie residents

We will add to this page over the coming months. Questions? Suggestions? Email us at perdformancel@seattle.gov.

Mobility

Track in-city bus
ridership

234,831

average weekllay
boardings

Roads

Repair potholes
guickly

98

percent repaired within
three business days of
notiication

° ontrack

Track bicycle
volumes

95.9

percent increase since
2011

Improve arterial
street conditions

64.3

percent n fair or better
condition

@ needs improvement

Increase streetcar
ridership

01.3

nders per revenue-hour
(12-month rolling average)

@ nesds improvement

Detail

Track pedestrian
volumes

42 2

percent ncrease since
2011
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COUNTY,
MD



Montgomery County Priority Objectives

In 20086, a diverse group of 150 residents were tasked with identifying the qualities of life in Montgomery County that matter most. The results of their work are the eight
Priority Oh;ettwes shown below. Clicking on an Objective tile will show you a set of high-level indicators tfracking Montgnmery County's performance in each area based
on Census and other public data, plus the enfire range of County Department Headline Performance Measures that align with the selected area. For More Information,
please visit: The County Executive's Transition Report (pdf)
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Cross-Department Initiatives

There are several important issues and populations that the County effectively addresses and serves through collaborative, cross-departmental efforis. These inttiatives
bring together internal and external stakeholders to understand issues, design solutions, and provide the programs and services in ways that combine and leverage the
varied talents and skills of people across County Government and our numerous partners.

UNDER DEVELOPMENT UNDER DEVELOPMENT

Positive Youth Community Dashboards Seniors Initiative (Early
Development Initiative (Beta) Draft - Not Public)

Pedestrian Safety (Early
Draft - Not Public)
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+ Risk and
Metrics Database Performance

With Bullt-in MDM 4 Metrics Scorecards » -Stategy
and ETL Wizard o Management

« Align Processes

Performance
Management
Framework

:Fien « WebFOCUS
; Ad hoc
-RT Gadgets ‘ i
.Extemal Gadgets ¢ Dashboards Analytics » -Egﬁci:nve
« Active PDF

=
O
=
O
=
5
—
L=

Performance

=
©
=
O
)
O
C
O
>

- Blogging and Alerts
« User Preferences

49



—+# ./~  COMPREHENSIVE, STRATEGIC & OPERATIONAL
I VI N 9 PLANNING MODEL

Comprehensive Plan Purpose / Value
* Long Range: 20+ Years
* Community based Shared
* Future land use .
* Housing Comrn.umty
* Transportation Vision
* Open Space
Informs
Strategic Plan

e orminiG) Aligned

Mid Range: 3-5 Years Organizational

* Organizationally based PR —+ L
* Mission statement all STRATEGIC Mission &
* Strategic goals / focus areas PLAN Priorities

FY 2013-14

Specific strategies and actions

Financial Plan
Balanced Needs,

Wants and
Resources

* Long Range: 10 -15 years

* Revenue and expense
projections

* Policy implications / “reality
check”

Annual Budget &

Business Plans om0 T Detailed

: Operational &
Capital Plans

Short Range: 1 Year

Immediate needs ANNUAL
OPERATING

Tax and revenue rates BUDGET

Departmental service levels FY 2013.14

and spending plans

* Capital outlays

Strategic Management

Enables

Rigorous
* Performance standards and Performance
gl el Management

* Results and transparency
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CINTACT

r 9,.:- A THE WELLBEING PROJECT HOME FINDINGS GET INVOLVED PRESS ROOM

MEASURING WHAT MATTERS MOST

At the core of The Wellbeing Project is the VWefibeing Index., 8 messuremant tool that provides an understanding of
welibeing in owr community. The index provides a baseline for understanding what contributes to wellbeing and how the
city &nd community csn work {0 improve it. By undersianding more sbout what makes us thrive, we can work together on
making meaningful changes in our community

The indax combines dsta we have, determines what new types of data we need to gather, and integrates in new ways all
of the availsble information. It brings together s vanety of data from City messures, an exiensive resident survey and
=social medig in sk distinct yet connected categories of what research shows drive wellpeing.

[1 G
OUTLOOK HEALTH

Hew oo the peopln of Santa Morsco domg, How healthy s Santa Monics

fiid il
COMMUNITY ECONOMIC OFPFORTUN

How strongis e ¥ | Civic EngaEement: it e pogpalitian e ard i m Sant,

b 8
PLACE CITY DEMOGRAPHICS

D Uy bl arscd natupal ensican et promale wiellieiig
LEARNING
ple .I-.I " telaly: b 1y T |...I.!|I_!::_Ir
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COOD QUALITY OF LIFE

a'- "‘Jﬂ’ ﬁank—urfgfu:m;;
dh ' V@ ST

Santa Monica Residents Who Get More Ome-third of Santa Monscans Report
Than & Hours of Sleep Being Siressed all or most of the tme.

B N —

53



SUMMARY
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1
Hamilton

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
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 Hamilton
* Relentless focus on innovation

 Deep understanding and commitment to analytics

« Strong performance accountability mechanisms

« Customer centric approach

* 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 Hamilton

Purpose:

Evaluate the current state of performance
measurement at the City of Hamilton.
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Hamilton
Performance measurement maturity varies across

the organization

INTERNAL RESEARCH FINDINGS

No corporate-wide performance measurement
framework

Majority of service areas have some type of
performance measures, but:

* Qperate 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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RESEARCH FINDINGS Ll
COMMON FEATURES - TOP 5 PM SERVICE AREAS Hamilton

« Use performance results to make process
and program changes

* Report to Council regularly

» Utilize graphs and illustrations to
communicate performance results
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CHALLENGES:
IDENTIFIED BY MANAGEMENT

« Resources

* Technology

« Software for dashboards and
data is needed

e Data

 Management
- Standards
* Integrity

o———
...

Hamilton
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REQUIREMENTS:
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IDENTIFIED BY AUDIT SERVICES Hamilton

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 making

 Use citizen satisfaction measures and
report on them publicly

e “Performance Excellence”
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HIGH POTENTIAL AREA:
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HAMILTON WATER Hamilton

Has quantitative and qualitative, short term,
output and outcome measures that relate to
a mission statement

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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Bm  Reliability SAMPLE

Home = HSR Bus Schedules & Fares = Riding with HSR

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.

- T oy,

/’ - Early REN On Time Late Arrivals
/ Arrivals
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Riding Wlth HSR SAMPLE

Home = HSR Bus Schedu > Riding with HSR

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

7 TSN
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mep 5 Early Arrivals SAMPLE

Home = HER Bus Schedules & Fares = Riding with HSR

What does ‘early arrival’ mean?

‘Early arrival’ means that the bus gets to the stop 10
more than two minutes ahead of the scheduled
time. 9
3 p_\

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
times set expectations. Meeting expectations is key
to providing a positive customer experience. One of
HSR’s top priorities is customer experience.

Target

% Early

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

to our target of 95%. To improve this rate, we work 0
with drivers to constantly monitor their time and Sep Oct Nov Dec Jan Feb Mar Apr May Jun Jul Aug
decide whether to slow down or wait at a stop to
keep to the scheduled time.

e Targel == Carly Arrivals



CURRENT OPEN DATASET

4 trips - Notepad -
File Edit Format View Help

]

\r‘oute_id, service_id,trip_id,trip_headsign,trip_short_name,direction_id,block_id, shape_id,wheelchair_boarding,bikes_allowed
3269,1_merged_1069247,1068883,MACNAB TRANSTT TERMINAL,,1,b_421755,20465,1,1
3237,1_merged_1069244,1050609 ,MACNAB TRANSIT TERMINAL via UPPER JAMES,,1,a_420908,20293,1,1
3237,1_merged_1069244,1050608 ,MACNAB TRANSIT TERMINAL via GARTH,,1,a_420909,20294,1,1
3236,2_merged_1069246,1050359,GLANCASTER LOOP,,®,a_420765,20285,1,1
3236,2_merged_1069246,1050358 ,GLANCASTER and UPPER HORNING LOOPS,,@,a_420765,20287,1,1
3237,1_merged_1069244,1050605,MACNAB TRANSIT TERMINAL via UPPER JAMES,,1,a_420908,20293,1,1
3237,1_merged_1069244,1050604,MACNAB TRANSIT TERMINAL via GARTH,,1,a_420909,20294,1,1
3237,1_merged_1069244,1050607 ,MACNAB TRANSIT TERMINAL via UPPER JAMES,,1,a_420908,20293,1,1
3237,1_merged_1069244,1050606 ,MACNAB TRANSIT TERMINAL via GARTH,,1,a_420909,20294,1,1
3237,1_merged_1069244,1050601,MACNAB TRANSIT TERMINAL via UPPER JAMES,,1,a_420909,20293,1,1
3237,1_merged_1069244,1050600,MACNAB TRANSIT TERMINAL via GARTH,,1,a_420908,20294,1,1
3237,1_merged_1069244,1050603 ,MACNAB TRANSIT TERMINAL via UPPER JAMES,,1,a_420908,20293,1,1
3237,1_merged_1069244,1050602 ,MACNAB TRANSIT TERMINAL via GARTH,,1,a_420913,20294,1,1
3249,1_merged_1069247,1068379,REID at DUNSMURE,,@,b_421733,20369,1,1

3244,3 merged_1069245,1054519,EASTGATE SQUARE via CONFEDERATION PARK,,1,a_420952,20344,1,1

3244,3_merged_1069245,1054518, LAKELAND COMMUNITY CENTRE via CONFEDERATION PARK,,@,a_420952,20341,1,1
3273,3_merged_1069248,1064550,MEADOWLANDS, ,1,b_421480,20493,1,1

3244,3_merged_1069245,1054515, LAKELAND COMMUNITY CENTRE via CONFEDERATION PARK,,@,a_420952,20341,1,1 Sample taken from
3244,3_merged_1069245,1054514, LAKELAND COMMUNITY CENTRE via CONFEDERATION PARK,,0,a 420952,20341,1,1 . . .
3244,3_merged_1069245,1054517, LAKELAND COMMUNITY CENTRE via CONFEDERATION PARK,,@,a_420952,20341,1,1 httpS.//WWW.hamllton.Ca/CIty-
3244,3_merged_1069245,1054516, LAKELAND COMMUNTTY CENTRE via CONFEDERATION PARK,,0,a 420952,20341,1,1 C ey e .
3244,3_merged_1069245,1054511, LAKELAND COMMUNITY CENTRE via CONFEDERATION PARK,,@,a_420952,20341,1,1 InltlatlveS/StrategleS-
3244,2_merged_1069246,1054510, EASTGATE SQUARE via CONFEDERATION PARK,,1,a_420951,20344,1,1

3244,3_merged_1069245,1054513, LAKELAND COMMUNITY CENTRE via CONFEDERATION PARK,,©,a_420952,20341,1,1 aCtionS/open-acceSSib|e-data

3244,3_merged_1069245,1054512, LAKELAND COMMUNITY CENTRE via CONFEDERATION PARK,,®,a_420952,20341,1,1

3275,1_merged_1069247,1064958,WEST HAMILTON LOOP,,0,b_421513,20506,1,1 September 7 201 6
)

3275,1_merged_1069247,1064959,WEST HAMILTON LOOP,,@,b_421515,20506,1,1

3275,1_merged_1069247,1064956,WEST HAMILTON LOOP,,@,b_421511,20566,1,1
3275,1_merged_1069247,1064957,WEST HAMILTON LOOP,,@,b_421512,20506,1,1
3275,1_merged_1069247,1064954,WEST HAMILTON LOOP,,@,b_421508,20506,1,1
3275,1_merged_1069247,1064955,WEST HAMILTON LOOP,,@,b_421510,20506,1,1
3275,1_merged_1069247,1064952,WEST HAMILTON LOOP,,@,b_421506,20506,1,1
3275,1_merged_1069247,1064953,WEST HAMILTON LOOP,,@,b_421507,20506,1,1
3275,1_merged_1069247,1064950,WEST HAMILTON LOOP,,@,b_421515,20506,1,1
3275,1_merged_1069247,1064951,WEST HAMILTON LOOP,,@,b_421514,20506,1,1
3264,3_merged_1069248,1061076,MACNAB TRANSIT TERMINAL,,1,b_421343,20454,1,1
3236,2_merged_1069246,1050357,34A UPPER HORNING LOOP,,0,3_420766,20286,1,1
3264,3_merged_1069248,1061074,MACNAB TRANSTT TERMINAL,,1,b_421341,20454,1,1
3264,3_merged_1069248,1061075,MACNAB TRANSIT TERMINAL,,1,b_421342,20454,1,1
3264,3 _merged_1069248,1061072,MACNAB TRANSIT TERMINAL,,1,b_421339,20454,1,1
3264,3_merged_1069248,1061073,MACNAB TRANSIT TERMINAL,,1,b_421340,20454,1,1
3264,3_merged_1069248,1061070,MACNAB TRANSIT TERMINAL,,1,b_421339,20454,1,1
3236,2_merged_1069246,1050356,GLANCASTER LOOP,,@,a_420765,20285,1,1
3266,1_merged_1069247,1061732, LIME RIDGE MALL,,0,b_421638,20457,1,1
3265,2_merged_1069249,1061426,MACNAB TRANSIT TERMINAL,,1,b_421337,20456,1,1
3236,2_merged_1069246,1050355,34A UPPER HORNING LOOP,,0,a_420766,20286,1,1
3264,3_merged_1069248,1061078,MACNAB TRANSIT TERMINAL,,1,b_421346,20454,1,1

= [ 4 il o
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A MODEL OF PERFORMANCE
EXCELLENCE

Organizational Profile

@

From Baldrige Performance Excellence Program. 2015. 2015-2016 Baldrige Excellence Framework: A Systems Approach to
Improving Your Organization’s Performance. Gaithersburg, MD: U.S. Department of Commerce,
National Institute of Standards and Technology. http://www.nist.gov/baldrige.
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NEXT STEPS

(TO BE IMPLEMENTED BY THE CITY MANAGER)

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
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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. 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
acknowledged better practices in municipal management

NEXT STEPS

(TO BE IMPLEMENTED BY THE CITY MANAGER)

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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NEXT STEPS

(TO BE IMPLEMENTED BY THE CITY MANAGER)

v.  Adopt practices that model other cities integration of
performance measurement with:

strategic planning
open data

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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NEXT STEPS

(TO BE IMPLEMENTED BY THE CITY MANAGER)
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Hamilton

viii. The City adopt a broadly targeted training regime

IX.

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.

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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NEXT STEPS

(TO BE IMPLEMENTED BY THE CITY MANAGER)

X. Implement a system of regular measurement of
resident satisfaction and business satisfaction with
services and programs delivered by the City and
iIncorporate that information into ongoing
measurement, strategic planning, business
planning and the annual performance report.

xi. Establish relevant policies and procedures
iIncluding: 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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