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Starting	  from	  Scratch	  in	  Scottsdale	  
Striving	  to	  build	  a	  best	  practice	  program	  



Agree	  or	  Disagree?	  

“One	  important	  problem	  facing	  local	  government	  today	  
is	  a	  lack	  of	  performance	  indicators	  to	  measure	  
produc;vity	  and	  plan	  out	  future	  program	  policies.	  Top	  
management	  has	  no	  management	  repor;ng	  system	  to	  
assess	  how	  their	  departments	  are	  progressing	  and	  there	  
is	  no	  stable	  mechanism	  to	  accurately	  record	  
department	  ac;vi;es.”	  



1978	  Innova;on	  and	  Produc;vity	  Report	  



About	  ScoIsdale	  
	  
ScoIsdale	  has	  217,965	  residents	  and	  
covers	  184.5	  square	  miles	  	  
	  
There	  	  were	  2,172	  full-‐;me	  and	  292	  
part-‐;me	  employees	  on	  July	  1,	  2012	  
	  
There	  are	  over	  3	  million	  square	  feet	  
of	  maintained	  city	  facili;es.	  
	  
There	  are	  42	  parks	  covering	  975	  
acres,	  5	  libraries,	  4	  swimming	  pools,	  
55	  tennis	  courts	  and	  2	  senior	  centers	  	  
	  
There	  are	  4	  police	  sta;ons,	  15	  fire	  
sta;ons	  and	  10,729	  fire	  hydrants	  
	  
There	  are	  2,962	  lane	  miles	  of	  streets,	  
300	  traffic	  signals,	  and	  2,064	  miles	  of	  
water	  main	  lines	  
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Guiding	  Principles	  

§  Aligned	  
§  Results	  focused	  
§  Relevant	  
§  Transparent	  

§  Timely,	  Accurate	  and	  
Per;nent	  

§  Transforma;ve	  
§  Sustainable	  

Adapted	  from	  National	  Performance	  Management	  Advisory	  Commission.	  2010.	  “A	  Performance	  Management	  
Framework	  for	  State	  and	  Local	  Government:	  From	  Measurement	  and	  Reporting	  to	  Management	  and	  Improving.”	  
	  



Iden;fied	  Best	  Prac;ces	  

1.  Visible	  Leadership	  	  
2.  Reasonable	  Approach	  	  
3.  Regular	  Repor;ng	  	  
4.  Regular	  Review	  	  	  
5.  Compare	  with	  others	  	  
6.  Ask	  for	  feedback	  	  

7.  Drives	  Resource	  Alloca;on/
Rewards	  	  
8.  Consistently	  U;lized	  
9.  Strategically	  Aligned	  	  

Adapted	  from	  National	  Performance	  Management	  Advisory	  Commission.	  2010.	  “A	  Performance	  Management	  
Framework	  for	  State	  and	  Local	  Government:	  From	  Measurement	  and	  Reporting	  to	  Management	  and	  Improving.”	  
	  



An	  effort	  consistent	  with	  values	  
and	  required	  by	  financial	  policy	  
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FY	  2009/10	  (Before)	  

Con;nuous	  Improvement	  Over	  Time	  
	  
	  
	  
Budget	  Examples	  



FY	  2010/11	  



FY	  2011/12	  



FY	  2012/13	  



FY	  2013/14	  (a)	  



FY	  2013/14	  b	  



FY	  2009/10	  

Con;nuous	  
Improvement	  	  
Over	  Time	  
	  
Annual	  Report	  	  
Examples	  



19	  
FY	  2010/11	  



20	  
FY	  2011/12	  
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Performance	  	  
Management	  is…	  

…	  an	  ongoing,	  systema8c	  
approach	  intended	  to	  
improve	  results	  by	  
integra8ng	  objec8ve	  
evidence	  with	  decision-‐
making	  processes.	  



Measuring	  
what	  maIers	  

“…rigorously	  assemble	  evidence	  –	  
quan;ta;ve	  or	  qualita;ve	  –	  to	  track	  
your	  progress.”	  

“What	  maIers	  is	  
not	  finding	  the	  
perfect	  indicator,	  
but	  seIling	  upon	  a	  
consistent	  and	  
intelligent	  method	  
of	  assessing	  your	  
output	  results	  and	  
then	  tracking	  your	  
trajectory	  with	  
rigor.”	  

Jim	  Collins.	  2005.	  Good	  to	  Great	  and	  
the	  Social	  Sectors.	  

…improving	  results	  by	  integra8ng	  
objec8ve	  evidence	  with	  decision-‐
making	  processes	  



Don’t	  seIle	  for	  
easy	  measures	  

“Never	  give	  up	  on	  
an	  important	  goal	  
that’s	  hard	  to	  
measure	  in	  favor	  
of	  a	  less	  important	  
one	  that’s	  easy	  to	  
measure.”	  

From	  Robert	  Lewis.	  2009.	  “No	  metrics?	  Don’t	  
fret;	  you	  can	  s5ll	  manage	  without	  measuring.”	  
Minneapolis	  St.	  Paul	  Business	  Journal.	  



Why	  measure?	  	  

David	  Osborne	  and	  Ted	  Gaebler.	  1992.	  Reinventing	  Government:	  How	  the	  
Entrepreneurial	  Spirit	  Is	  Transforming	  the	  Public	  Sector.	  	  

If	  You	  Don't	  Measure	  Results,	  
	  You	  Can't	  Tell	  Success	  from	  Failure	  

If	  You	  Can’t	  See	  Success,	  
	  You	  Can’t	  Reward	  It	  

If	  You	  Can’t	  Reward	  Success,	  
	  You’re	  Probably	  Rewarding	  Failure	  

If	  You	  Can't	  See	  Success,	  
	  You	  Can't	  Learn	  From	  It	  

If	  You	  Can't	  Recognize	  Failure,	  
	  You	  Can't	  Correct	  It	  

If	  You	  Can	  Demonstrate	  Results,	  
	  You	  Can	  Win	  Public	  Support	  

25	  
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Targets	  express	  a	  specific	  level	  of	  performance	  the	  organiza9on	  is	  aiming	  to	  achieve.	  	  
Standards	  (also	  called	  “benchmarks”)	  express	  the	  minimum	  acceptable	  level	  of	  
performance	  that	  is	  expected	  and	  achieved	  by	  other,	  high-‐performing	  organiza9ons.	  	  
How	  else	  will	  you	  know	  how	  well	  you	  are	  doing	  without	  context?	  

“Evidence	  suggests	  that	  improved	  
performance	  occurs	  at	  a	  much	  greater	  rate	  

when	  performance	  measures	  are	  
compared.”	  Smith	  and	  Hartung,	  2004	  



Valley	  	  
Benchmark	  Ci8es	  



Pop.	  	  
Net	  Job	  
Inflow/	  
Oullow	  

“Day;me”	  
Popula;on	   Total	  FTEs	   FTEs	  per	  

1000	  

FTEs	  per	  
1000	  	  

(Day;me)	  

1,445,632	  	   75,379	  	   1,521,011	   15,000	   10.4	   9.9	  

439,041	  	   (48,509)	   390,532	   3,609	   8.2	   9.2	  

236,123	   (35,082)	   201,041	   1,574	   6.7	   7.8	  

	  226,721	   (40,518)	  	   186,203	   1,966	   8.7	   10.6	  

217,385	  	   #5	   68,916	  	   #2	   286,301	   #3	   2,455	   #3	   11.3	   #1	   8.6	   #5	  

Gilbert	   208,453	  	   (56,788)	  	   151,665	   1,188	   5.7	   7.8	  

Tempe	   161,719	  	   61,856	  	   223,575	   1,597	   9.9	   7.1	  

Peoria	   154,065	  	   (35,922)	  	   118,143	   1,101	   7.1	   9.3	  



City	  Employment	  per	  1000	  residents	  

Source:	  Staff	  review	  of	  adopted	  budget	  books	  for	  FY	  2011/12	  

Mayor	  &	  Council/Charter	  Off.	   0.7	   0.8	  	   0.6	  	   0.8	  	   1.1	  	   0.5	  	   0.9	  	   0.8	  	  

Administra;ve	  Services	  	   0.3	   0.6	  	   0.4	  	   0.3	  	   0.6	  	   0.3	  	   0.7	  	   0.5	  	  

Comm.	  &	  Econ.	  Dev.	   1.5	   0.4	  	   0.6	  	   0.6	  	   0.9	  	   0.3	  	   0.7	  	   0.5	  	  

Community	  Services	  	   1.4	   0.7	  	   0.8	  	   0.9	  	   2.1	  	   0.5	  	   1.1	  	   0.8	  	  

Public	  Safety	   4.5	   3.8	  	   2.9	  	   3.9	  	   4.3	  	   2.6	  	   4.1	  	   2.9	  	  

Public	  Works	  	   1.1	   1.3	  	   0.7	  	   1.2	  	   1.4	  	   0.9	  	   1.4	  	   1.1	  	  

Water	  Resources	  	   1.0	   0.6	  	   0.6	  	   0.9	  	   0.9	  	   0.6	  	   0.9	  	   0.6	  	  

Employees	  per	  1000	  residents	   10.4	   8.2	  	   6.7	  	   8.7	  	   11.3	  	   5.7	  	   9.9	  	   7.1	  	  



Library	  $
$$	  per	  
capita	  

Library	  
FTE	  per	  
1000	  

Library	  $$$	  
per	  Hours	  
Open	  

Library	  
FTEs	  Per	  
Total	  
Hours	  

$25	  	   0.2	  	   $	  52,124	  	   0.5	  	  

16	  	   0.2	  	   54,204	  	   0.6	  	  

30	  	   0.3	  	   28,940	  	   0.3	  	  

25	  	   0.3	  	   51,886	  	   0.6	  	  

	  43	  	   #1	   0.6	  	   #1	   29,710	  	   #6	   0.4	  	   #5	  

-‐	  	  	  	   -‐	  	   -‐	   -‐	  

23	  	   0.2	  	   65,103	  	   0.5	  	  

$26	  	   0.2	  	   $29,918	  	   0.2	  	  



	  $119.42	  	   	  $123.50	  	  

	  $140.33	  	   	  $141.92	  	   	  $144.67	  	  
	  $148.33	  	  

	  $155.58	  	   	  $157.58	  	  

Source:	  City	  of	  Tempe	  Office	  of	  Management	  and	  Budget,	  as	  of	  January	  2012;	  Preserve	  tax	  calcula9on	  by	  ScoCsdale	  City	  Manager’s	  Office	  

How	  do	  ScoIsdale’s	  average	  monthly	  costs	  for	  service	  compare?	  	  

Average	  Monthly	  Cost:	  $141.42	  

Includes	  City	  Sales	  and	  Property	  Taxes;	  and	  	  
Solid	  Waste,	  Water	  &	  Wastewater	  Charges	  

$133.75	  

$8.17	  aIributed	  to	  
Preserve	  sales	  taxes	  (.35%)	  



Henderson,	  NV	  

Irvine,	  CA	  

Bellevue,	  WA	  

Naperville,	  IL	  

Overland	  Park,	  KS	  

Coral	  Springs,	  FL	  

Durham,	  NC	  
Winston-‐Salem,	  NC	  

Cary,	  NC	  

Irving,	  TX	  
McKinney,	  TX	  

Plano,	  TX	  
ScoIsdale	  

In	  Process	  –	  Na;onal	  Peer	  Ci;es	  	  



Source:	  Valley	  Benchmark	  Cities	  Consortium;	  ICMA	  Center	  for	  Performance	  Measurement;	  Arizona	  State	  University;	  Alliance	  for	  Innovation	  
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But,	  what	  if…	  	  
we	  understood	  our	  unique	  contribu9on,	  	  
knew	  how	  our	  work	  impacted	  others	  	  
and	  got	  a	  daily	  sense	  of	  accomplishment?	  
Wouldn’t	  that	  make	  a	  difference?	  	  	  

This	  is	  true	  for	  organiza9ons	  as	  well.	  
	  
What	  if…	  	  
we	  clearly	  communicated	  what	  we	  do,	  	  
why	  we	  do	  it,	  	  
and	  how	  well	  we	  do	  it?	  
Wouldn’t	  that	  make	  a	  difference?	  	  	  

Anonymity	  	   Irrelevance	   Immeasurability	  

Three	  reasons	  employees	  don’t	  like	  their	  jobs	  
From	  Patrick	  Lencioni.	  2007.	  “The	  Three	  Signs	  of	  a	  Miserable	  Job.”	  	  

Anonymity	   Irrelevance	  

We	  don’t	  get	  a	  daily	  sense	  of	  
measurable	  accomplishment	  

	  

	  

	  

	  

We	  aren’t	  understood	  or	  
appreciated	  for	  our	  unique	  

contribu9on	  

	  

	  

	  

	  

We	  don’t	  see	  how	  our	  work	  
impacts	  the	  lives	  of	  others	  

	  

	  

	  
	  

	  

Immeasurability	  



What	  must	  
you	  improve	  
to	  achieve	  
your	  desired	  
results? 

How	  will	  you	  
know	  if	  you	  are	  
successful? 

What	  must	  you	  do	  
to	  achieve	  your	  
desired	  results? 

What	  are	  you	  	  
trying	  to	  
achieve? 

ScoIsdale	  
Performance	  
Management	  	  
Process	  



What	  principles	  govern	  our	  ac;ons	  and	  the	  way	  we	  
do	  business?	  

What	  are	  our	  focus	  areas	  for	  the	  long-‐	  and	  short-‐
term?	  

How	  will	  we	  know	  if	  we	  are	  achieving	  the	  objec;ves?	  

What	  specific	  ac;vi;es	  must	  be	  done	  to	  ensure	  we	  
meet	  the	  objec;ves?	  

What	  must	  be	  achieved	  to	  accomplish	  our	  goals?	  

What	  is	  our	  purpose?	  What	  do	  we	  do?	  Mission	  

Goals	  

Values	  

Objectives	  

Initiatives	  

Measures	  

ScoIsdale	  Strategic	  Planning	  Framework	  



TO CONDUCT  
ACTIVITIES"

TO DELIVER 
SERVICES"

TO BENEFIT 
CUSTOMERS"

TO ACHIEVE 
RESULTS "

IN SUPPORT 
OF A GOAL"

WE USE 
RESOURCES"

Strategy	  Model	  



DRIVERS AND 
TRUCKS"

DRIVE TO 
EACH HOUSE 

TWICE A WEEK"

TO COLLECT 
REFUSE AND 
RECYCLING"

FROM EVERY  
RESIDENT’S 

CURB OR ALLEY"

TO ENCOURAGE A 
CLEAN, 

SUSTAINABLE 
ENVIRONMENT"

TO ENHANCE 
NEIGHBORHOODS"

Solid	  Waste	  Example	  



TO CONDUCT  
ACTIVITIES"

TO DELIVER 
SERVICES"

TO BENEFIT 
CUSTOMERS"

TO ACHIEVE 
RESULTS "

IN SUPPORT 
OF A GOAL"

TO PROVIDE 
RESOURCES"

TO CONDUCT  
ACTIVITIES"

TO DELIVER 
SERVICES"

WE USE 
RESOURCES"

Pu
bl
ic
	  S
er
vi
ce
s	  

Strategy	  Model	  
(Modified	  for	  Internal	  

Services)	  

Internal	  Services	  



Input	  
Amount	  of	  resources	  used	  (or	  
available)	  to	  provide	  services	  

Output	  
Amount	  of	  work	  produced	  or	  

services	  delivered	  

Outcome	  
The	  desired	  end	  result	  that	  
demonstrates	  the	  impact	  of	  

the	  services	  delivered	  

Efficiency	  
Amount	  of	  work	  done	  per	  
amount	  of	  resources	  used	  

Produc;vity	  
Amount	  of	  quality	  work	  done	  
per	  amount	  of	  resources	  used	  

Effec;veness	  
Amount	  of	  achieved	  results,	  or	  
the	  level	  of	  quality	  rela9ve	  to	  
the	  amount	  of	  work	  done	  

Cost-‐Effec;veness	  
Amount	  of	  outcome	  achieved	  
per	  amount	  of	  resources	  used	  

Types	  of	  performance	  measures	  



Input	  
Equipment	  Operators	  

Expenses	  (Fuel,	  Salary,	  etc.)	  
Household	  Accounts	  

Output	  
Tons	  collected	  per	  month	  

Outcome	  
Refuse	  is	  collected	  in	  a	  reliable	  

and	  clean	  manner	  

Efficiency	  
Tons	  collected	  per	  month	  	  per	  

operator	  

Produc;vity	  
Tons	  of	  complaint-‐free	  
collec9on	  per	  operator	  

Effec;veness	  
Tons	  collected	  per	  month	  

without	  complaints	  of	  missed	  
or	  messy	  collec9on	  

Cost-‐Effec;veness	  
Cost	  to	  provide	  residen9al	  	  

refuse	  collec9on	  services	  per	  
operator	  

Solid	  Waste	  Example	  



Input	  
How	  much	  resources	  (staff/$$

$,	  etc.)	  did	  you	  use?	  	  

Output	  
How	  much	  work	  was	  

accomplished?	  	  

Outcome	  
What	  are	  the	  intended	  

objec9ves	  (short-‐term	  and/or	  
long-‐term)?	  

Efficiency	  
How	  much	  work	  was	  

accomplished	  with	  available	  
resources?	  

Produc;vity	  
How	  much	  9me/effort	  was	  
expended	  on	  quality	  work?	  	  

Effec;veness	  
How	  well	  were	  the	  intended	  

objec9ves	  met?	  

Cost-‐Effec;veness	  
How	  much	  value	  was	  provided	  

per	  dollar	  spent?	  

Ques;ons	  performance	  measures	  can	  help	  answer	  



What	  are	  we	  asking	  you	  to	  do?	  
1.	  Review	  services	  and	  exis9ng	  objec9ves	  
to	  ensure	  they	  are	  linked	  to	  the	  strategic	  
and/or	  general	  plan	  goals,	  and	  make	  
adjustments	  as	  needed	  

2.	  Review	  exis9ng	  measures	  to	  ensure	  you	  	  
are	  measuring	  the	  efficiency,	  effec9veness,	  
and	  cost-‐effec9veness	  of	  services	  and	  
create	  new	  measures,	  if	  needed	  

3.	  Iden9fy	  standards	  and	  targets	  for	  each	  
measure	  to	  ensure	  that	  you	  have	  context	  
for	  evalua9ng	  success	  

4.	  When	  measures	  do	  not	  meet	  iden9fied	  
targets	  or	  standards,	  develop	  objec9ves,	  
ini9a9ves	  and	  measures	  to	  improve	  
performance	  



What’s	  next?	  

Robert	  McCall,	  Arizona	  2010	  
Scottsdale	  Public	  Art	  Collection	  



Resources	  	  and	  Links	  
Scottsdale	  Performance	  Management	  Initiative	  
http://www.ScottsdaleAZ.gov/departments/citymanager/performance	  

Scottsdale	  Budget	  and	  Financial	  Reports	  
http://www.ScottsdaleAZ.gov/Tinance	  

Citizen-‐Centric	  Annual	  Reporting	  
http://www.agacgfm.org/citizen/	  

Performance	  Management	  Advisory	  Commission	  
http://www.nasact.org/downloads/APerformanceManagementFramework.pdf	  

National	  Research	  Center	  (Surveys)	  	  	  
http://www.n-‐r-‐c.com/	  

ICMA	  Center	  for	  Performance	  Measurement	  
http://icma.org/en/results/center_for_performance_measurement/home	  



Ques;ons,	  Comments,	  Observa;ons?	  	  

Brent	  Stockwell	  	  |	  	  Strategic	  Ini9a9ves	  Director	  	  	  
ScoCsdale	  City	  Manager’s	  Office	  

480-‐312-‐7288	  |	  BStockwell@ScoCsdaleAZ.gov	  
hCp://www.scoCsdaleaz.gov/departments/citymanager/performance	  	  

	  


