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Local 
government 
landscape



Forms of government

• City/Town/Village

• County

• Township

• Special districts and schools

• Strong mayor vs council-manager



Fiscal and governance structure

• Varying fiscal years

• GASB accounting

• State mandates

• Non-governmental “mandates”



Indirect service provision

• Contract cities

• Franchise agreements

• Homeowners associations

• Performance contracting



Technology

Governmental resources

Our Challenge



Performance as a business?

• Balanced scorecards

• Efficiency

• Process improvement

But also:

• Equity

• Engagement

• Community priorities



“Our goal: Run the cheapest 

sheriff’s department in the 

country!”



Efficiency 

doesn’t 

necessarily 

lead to quality



Individual 

approaches



Performance management

• Still not universal

• Primarily in annual budgets

• May be linked to strategic plans

• Year-to-year comparisons

• Ad hoc outreach to neighbors



The Transparency Tug-of-War

All data should be open and accessible…

• Freedom of Information Act 

(FOIA)/Sunshine laws

• Open checkbook apps



The Transparency Tug-of-War

All data should be open and accessible…

Except:

• Property acquisition

• Litigation

• Personnel matters

• Public safety information

• Anything else we decide…



What 

typically 

gets 

reported…



STAT programs for internal benchmarking

• Baltimore

• New York City

• Kansas City

1) Accurate and Timely Data

2) Effective Strategies

3) Rapid Resources

4) Relentless follow-up



Coordinated 

approaches



Statewide consortia

• Florida

• Tennessee

• Michigan

• North Carolina

- Most have a university or software partner



State mandates

• Washington

• Ohio

- Led by the

treasurer’s or

auditor’s office



Regional consortia

• Phoenix

• Chicago

- Metro-area

comparisons, 

sometimes across state lines



Nationwide comparisons

• Decatur report 

(smaller cities)

• Large Cities 

Executive Forum



Nationwide comparisons

• Open Access Benchmarking

– 80 key indicators

– 291 jurisdictions/years of data

– Agreed-upon definitions

https://icma.org/benchmark



Nationwide comparisons

• Open Access Benchmarking
– 80 key indicators

– 291 jurisdictions/years of data

– Agreed-upon definitions

– No software requirements

– No charge

https://icma.org/benchmark



Federal efforts

• Reinventing Government/GPRA (Vice-

President Gore)

• Commission for Evidence-Based Policy

• Impacts are still fairly indirect



International efforts



Key indicators 
and 
visualizations



The Big Priorities

• Police

• Fire

• Parks and recreation

• Road maintenance

• Libraries

• Social services



The Big Priorities

• Expenditures

• Workloads

• Response times

• Strategic linkages

• Quality indicators

• Customer satisfaction



A Suite of Measures
Sample Performance Measures: Facility Maintenance

Input Expenditures and staffing for custodial maintenance and repair

Output Square footage maintained; number of emergency and nonemergency 

repairs completed

Efficiency Ratio of square footage maintained per full-time employee; expenditure 

per square foot; utility usage (BTUs) per square foot

Intermediate 

Outcome
Percentage of emergency work requests completed within 2 hours

Outcome Satisfaction with the quality or timeliness of custodial services

Description Civic Center is a LEED-certified facility open 16 hours/day and includes 

courthouse, library, community theater, and food court.  Custodial is 

provided via contract.  Facility users include other county residents 

(average 220 per day).



Data in combination



The Numbers Game

• Processed payments of $64,234,543,549

• Issued 32,465 permits

• Attended 59,010 hours of training

• Responded to 12,883 calls for service



Police officers per 1,000 population

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



Internal benchmarks



Internal benchmarks



Internal benchmarks



Visualizations: Local 

Benchmarks



Visualizations: Local 

Benchmarks



Visualizations: Local 

Benchmarks

Avondale Chandler Gilbert Glendale Goodyear Mesa Peoria Phoenix Scottsdale Surprise Tempe

% Clean 0.90% 5.93% 51.66% 31.89% 26.28% 11.99% 38.28% 49.01% 2.02% 54.52%

Total Regular Fuel 769 603 627 252 1083 477 4007 619 339 312

Total Clean 7 38 670 118 386 65 2485 595 7 374
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Total and % Clean Energy Fleet Vehicles
FY 2015-2016

Total Clean Total Regular Fuel % Clean

Fleet Vehicles defined as cars, trucks, trailers, backhoes, fire engines.
Clean Energy includes B-20 bio diesel, CGN, E85 flex fuel, electric and hybrids.



Visualizations: Local 

Benchmarks



Visualizations: Local 

Benchmarks



Visualizations: National 

Rankings and Trends



Visualizations: National 

Benchmarks and Targets



Visualizations: National 

Benchmarks and Targets



Visualizations: National 

Benchmarks and Targets



Visualizations: National 

Benchmarks and Targets



What does it accomplish?

• Impressing

• Informing

– Multiple perspectives

• Engaging

• Improving



What types of information 

are essential?

• Context

• Targets

• Interpretation

• Action



What types of information 

are essential?

• Context – How does this relate to me?

• Targets – Is there a goal?

• Interpretation – Is the government doing 

a good job?

• Action – What happens next?



When do you share it?

• Is it timely and 

actionable?

• Are you just 

trying to check 

public 

reporting off 

your list?



Visualizations: Summary



Infographics: W/out context



Infographics: With context



The Ultimate Outcome

In 3 years, investment of $152 million in state and local evidence-based 
decision-making achieved an ROI of $521 million (340%).  
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Source: Governing.com, Susan K. Urahn, October 27, 2015.

Investment                                       Return

http://www.governing.com/columns/smart-mgmt/col-state-local-government-tipping-point-evidence-based-policymaking.html?utm_medium=email&utm_source=Act-On+Software&utm_content=email&utm_campaign=How Much School Funding Is Enough&utm_term=A Tipping Point on Evidence-Based Policymaking


Satisfaction



Satisfaction



Satisfaction: By 

Demographics



Satisfaction: By Geography



Motivating staff

• Regular discussions on results

• Respect and discuss normal variation

• Look at challenges as opportunities for 

improvement 

• Build a performance culture



Steady performance?



Comprehensiveness…



…or perspective

• Number of days of boil-water orders

• Number of days of pool closures

• Percentage of residents affected     

by service outages



Equivalencies



Equivalencies



Narrative



Narrative



Drill Down: Text/Graphic 

Summary



All of the above



Next steps



Staff vs. Smart Data 

Solutions

• Traffic control

• Building 

maintenance

• Irrigation

• Fleet

• Financial/permitting 

transactions

• Internet of Things

• SCADA systems

• Weather sensors

• AVL/GPS, Fueling

• CRM/311 tracking



Smart Data Solutions

Wherever possible, let 

someone else collect 

the data for you

©Cartegraph Systems, Inc.



Elected Officials



…Mayor made a commitment to set goals, track performance and get 
results, so that residents could hold City government accountable



Prioritization
Kansas City Mayor includes efficiency in annual 
policy agenda and attends each of the monthly 
KCStat data analysis meetings.

http://kcmayor.org/mayors-agenda

http://kcmayor.org/mayors-agenda


Data 

promotion

Video: 
http://www.tamarac.org/CivicMedia
?CID=Tamarac-A-Year-of-
Accomplishments-11

http://www.tamarac.org/CivicMedia?CID=Tamarac-A-Year-of-Accomplishments-11


Training

Bernalillo County, NM 

• Each member of new elected officials’ staff 
receives the Strategic Plan and performance 
reports. 

• Training reviews details of each objective, 
performance measure, and dashboard



Performance management: 

Required by ordinance/resolution:

• Alachua County, FL
• Austin, TX
• Batavia, NY
• Coral Springs, FL
• Durham, NC
• Edmonton, AB
• Elk Grove, CA
• Fairfax County, VA
• Fayetteville, NC
• Fort Lauderdale, FL

• Greenville, NC
• Maui County, HI
• Miami-Dade County, FL
• Olathe, KS
• Poudre Fire Authority, CO
• San Francisco, CA
• Scottsdale, AZ
• Sheboygan, WI
• Tamarac, FL
• Woodbury, MN



Reconsideration of  

end results

• Is this destined 

to sit on a shelf?



Benchmarks are 

not necessarily online



Q&A

gyoung@icma.org




