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Introduction to Performance Management
Performance management is laden with baggage—preconceived notions of the level of effort that may be required to collect data and put it to
use. Despite those stereotypes, performance management need not consume all your resources, and it should not focus on counting paperclips.
Implemented correctly, it can be a critical tool for better understanding our City and your Department, improving service delivery, and
communicating with the public.

What is Performance Management?
Performance management identifies, collects, analyzes, and reports indicators that show how well the City performs, both internally and in the
delivery of services to the public. Performance management also allows that performance to compare with other peer Cities (Benchmarking will be
discussed later). More importantly, as a management tool, performance data is intended not as an end result, but rather as a means to more
informed decision making and a more engaged community.

Why Measure Performance?
How do you know whether you’re doing a good job? Without regularly measuring your performance, it can be very difficult to know how you’re
doing currently, much less relative to past performance or future goals. In many cities, these performance measures take a very simplified form:
1. Did we come in under budget?
2. Did we maintain the un-appropriated fund balance?
3. Are the elected officials happy, and do I still have a job?
So to understand why we measure performance, you need to look at your goals. As an example, consider drunk driving. If the only goals you had
were coming in under budget and maintaining the fund balance, you might be able to do that by laying off the entire police department. But if you
also want to keep the elected officials happy and keep your job, the no-spending approach might not work. To maintain a police force and
achieve some results centered on drunk driving, you might initiate an awareness campaign. But again, if your only criteria are financial, you don’t
know if you’re having an impact. So the initial performance questions are often:
•
•

How many arrests were made?
How did that compare with the number of staff and time committed to the effort?

Those questions provide valuable information. You might learn that you arrested 20 people with a total a total of 20 staff hours. One arrest per hour
sounds like a good use of the officers’ time, and 20 arrests certainly sounds like you got some dangerous drivers off the streets. But what’s doesn’t this
tell us?
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We still don’t know how many impaired drivers you missed. Did you target the right intersections at the right times? Are the rates of alcohol-involved
traffic accidents and fatalities still high?

Why Measure?
Four major reasons to measure performance:
1.
2.
3.
4.

Measurement tells us if we are accomplishing our goas
Collecting “outcome” data helps link performance to strategic planning
Performance measurement provides for informed decisions
Performance measurement provides increased transparency and engages staff, elected officials and the public around shared priorities

Even with current arrest or accident data, are our trends are going up or down. How does that performance compare to prior years? If our
incidence of drunk driving are decreasing, is it decreasing as much as it might be? Are other jurisdictions able to achieve even better results, and if
so, how?

Development of Key Goals and Measures
Assuming we began measuring street sweeping efforts this past year, we might ask, “What are we hoping to accomplish?” The street sweeper
operator might reply that they want to serve all their designated routes and do so with a minimum of complaints. The supervisor might add that they
want to optimize the routes to minimize miles driven and coordinate with solid waste on effective fall leaf pickup. The director might want to
maintain downtown and neighborhood aesthetics, ensure compliance with National Pollutant Discharge Elimination System (NPDES) requirements,
and coordinate effective two-way communication with the public over routes, schedules, and no-parking times. All of those are legitimate goals,
but to make them meaningful in a performance measurement sense, it’s necessary to quantify them, as shown in Table 1.
Table 1 Example of measures to quantify general goals.

General Goal
Serve all designated routes
Minimize complaints
Coordinate on fall leaf pickup
Maintain Community aesthetics
Manage tow-way communication with the public

Measurement
Number and frequency of lane miles swept
Number of complaints received (per lane mile swept)
Tonnage of yard waste/leaf collection; number of storm drain cleanouts
performed
Residential satisfaction ratings of street sweeping service; Downtown
business satisfaction ratings of street sweeping service
Number of city social media followers; number of car tows required
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While compliance with state or federal laws may be an important focus of your operations, that may not translate into a quantitative performance
measure. Compliance measurement provides a yes/no indicator, or it could be so technical that the general public might not easily relate to the
measure. For example, while water quality measures expressing contaminants in chemical formulas and parts per million may be part of mandated
reporting, we will place our focus on public communications to other measures.
Think about it from the perspective of a survey, would you answer the survey if the survey asked: “We have just 300 performance measures we’d like
your input on”? You would probably skip it and move on. Looking to report performance data to the public, we will focus on a shorter list of
measures for each service including key performance indicators, core measures, or strategic indicators.
Measures should be:
Appropriate and Valid:
The measure relates to the government objectives for that service and measure the degree to which a customer need or desire is being met,
including minimization of detrimental effects.
Unique:
The measures relate to an outcome characteristic that no other measure includes.
Comprehensible:
The measure must be understandable.
Controllable:
The condition being measured must be at least partially the government’s responsibility and the government must have some control over it.
Cost:
Cost and staffing requirements to collect the data must be reasonable.
Timely Feedback:
The data must be obtained quickly enough that directors, administration and staff can act on it before the information becomes obsolete.
Accurate and Reliable:
Information must be sufficiently accurate and reliable.
Complete:
The set of measures must cover all or at least most objectives.
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Types of Performance Measures
Input:
A budget is basically a set of input measures: how much money and how many staff you’re dedicating to a particular program. These are
important measures, but on their own, they tell you nothing about how well you’re providing services.
Output:
These tell you how much of something was accomplished—for example, how many arrests were made, permits approved, classes
conducted, or fires suppressed.
Efficiency:
Relating outputs to inputs can provide efficiency ratios. How many code enforcement complaints were investigated per full-time equivalent
employee? How much did the city spend per purchase order issued? These measures communicate with the public to show them how we’re
managing their money, but they don’t tell everything the public may want to know. For instance, you can show that you’re spending only
$0.01 per capita for recreation services, but that may be because our recreation services have not purchased new equipment in five years
or has not invested in the technology to modernize or expand recreation activities.
Outcome:
Outcome measures indicate how well a city provides services and may include indicators of timeliness, quality, or customer satisfaction. They
may also relate directly to strategic plan goals.
One distinction that can be drawn between inputs on one hand and outputs and outcomes on the other is timeframe. Inputs are often
characterized as “leading” measures, indicators of what you might expect to happen. Outputs and outcomes offer you an after-the-fact
look at what’s happened as a result.
Depending on the complexity or intangibility of the desired outcome, it may be necessary to consider some intermediate or proxy measures,
rather than direct data gathering. Quality of life is a notoriously ambiguous goal many jurisdictions seek. While you may not be able to
measure that directly, you might be able to track related measures, such as resident satisfaction ratings or participation rates in community
activities.

6

City of Borger

Performance Measurement and Benchmarking Program

Even a seemingly straightforward goal like diminishing the incidence of drunk driving might be hard to measure directly. For instance, if your
chosen measure is the number of DUI arrests, you might achieve a result of zero either by implementing a truly effective public awareness
campaign or by neglecting to do any enforcement. Either way, you still wouldn’t know how many drivers that were not contacted
happened to be drunk or not. To see the real impact of your efforts, you might need to look at several interrelated measures.
Descriptive:
While input, output, efficiency, and outcome measures provide excellent quantitative data, descriptive measures add the appropriate
context. These may include community characteristics (e.g., college town, military community, commuter suburb), demographic data
(daytime population, unemployment rate), and information about the way services are being provided (centralized procurement, selfinsurance for liability coverage, one-stop permitting). Such measures are crucial when undertaking benchmarking against other jurisdictions.
Measurement Type
Input
Output
Efficiency
Outcome
Descriptive

Example
Expenditures and staffing for custodial maintenance and repair; the number of facility users
Square footage maintained; the number of emergency and non-emergency repairs completed
Square footage maintained per full-time employee; expenditures per square foot; utility usage per square foot
Internal and external customer satisfaction with the quality or timeliness of custodial service
City Hall was originally completed in 1984 after the renovation of the old Woolsworth store. No upgrades have been
made sense. Part-time employees provide custodial services and the building service X number of citizens per day. The
facility is open to the public from 8:00 AM to 5:00 PM Monday through Friday. The average temperature for the region is X
degrees.

What’s Not Meaningful?
Workload data is essential; however, you do not want to measure every task performed. Examples would include:
•
•
•
•

Number of quarterly reports completed: 4
Number of council meetings staffed: 50
Percentage of violent crimes investigated: 100%
Percentage of IT network running during business hours: 99.99%

These measures aren’t actually “tracked.” If you knew the answer without needing to collect any date, then the measure is not meaningful. You
might still want to know this information, but before any item is passed along in a report to the public or elected officials, you should as:
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Do you already know what your performance will be next year? If you already know there will be four quarterly reports next year too, you
could set that as a goal, graph it, and have a wonderfully consistent tend line. It just doesn’t mean anything. If the department really needs
to explain their “other duties as assigned,” perhaps this could be part of a narrative accompanying the report, instead of a tabled or tracked
measurement.
Does this tell you anything actionable? If the network up-time is always going to be in the 98 – 99% range, are you going to make any
decisions on that basis? Would it be more helpful to know the duration and timing of actual outages? What about the number of networkrelated help desk requests? Are employees satisfied with the network services they’re receiving? Is the reliability for public safety systems any
better?
Before you start collecting data, consider what a high, medium, or low value would mean. If you asked a question of the Magic 8-ball and
received an answer of “Reply hazy, try again,” you could turn it over and have a new answer within seconds. Unfortunately, the timeframe e
to collect government performance data is so long that if you don’t collect the date the right way the first time, you may have to wait until
next year to see the picture more clearly.
Does the data presentation cause the reader’s eyes to glaze over? Having lots of data is great. Data geeks love it, but most residents don’t.
So, while we could show budgeted, projected, and actual data for ten years across 40 measures, the font would be so small with so many
rows that it would be indecipherable.
The table below shows one real-world example. Out of context, the example my look absurd. Actually, it was printed on a page with 19
other measures just like it. So how is a member of the public to interpret the data?
Could the data have benefitted from a graph? Probably. It could also use some descriptors to tell us whether the scope of services
changed significantly in Year 3 when the total costs more than doubled. Beyond that, some narrative might also help explain whether we
expected the annual variability, whether the targets were met during any of those years, and if not, what steps might have been taken to
improve performance.
Table 2 Example of too much data or not enough context for public reporting.

Total Costs

Year 1
$566,368

Year 2
$671,268

Year 3
$1,429,834

Year 4
$1,648,836

Year 5
$1,492,329

Year 6
$1,467,533

Year 7
$1,658,218

Year 8
$1,726,604

Staff are often so close to the services they provide that we think the meaning is obvious. But for the average person, does reading that
building permit valuation was $64,347,563 last year and $61,423,934 this year really tell them anything? If not, then why overwhelm people
with all those extra digits? One easy step would be to express those figures in millions of dollars. Others would include showing:
8
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1. How does that performance compare to targets, trends, or peer jurisdictions?
2. What major projects or staffing changes may have led the numbers to spike?
3. Does falling below a threshold level of performance serve as an “early warning” that more attention is warranted?

What role do satisfaction surveys play?
Some would argue that satisfaction measures are the only ones that matter. Or as elected officials might argue, being re-elected is in itself a
satisfaction measure and an endorsement of their performance.
From an operational perspective, satisfaction surveys can act as an effective double-check of what you’re seeing in your operational data. For
example, data from a public works department’s pavement condition index could show that the roads are meeting quality standards, but if you
conduct a survey of local residents, you might find broad dissatisfaction with road quality. This may point to methodological issues with your data
collection (e.g., was a sufficient sample of roads assessed?) or even misunderstandings on the part of respondents (e.g., if a particularly bad road is
the responsibility of a neighboring or overlapping jurisdiction).
But no matter what form of satisfaction surveys you use, they will only succeed if you are open to the feedback you’ll receive.
If the data remains confidential, if the survey includes no tough questions, and if only favorable items get reported, then we’re missing the
opportunity to learn from what the people have to say. Or we’re missing the chance to ask the follow-up questions that will help us understand why
the desired outcomes might not have been achieved. And while ignoring potential dissatisfaction might make for blissful ignorance in the short run,
chances are the voters will share their unedited feedback the next time they go to the voting booth.
Keep in mind that there may be multiple stakeholder groups worth surveying:
•
•
•
•
•

Residents (as a whole, or by neighborhood)
Customers (e.g., users of parks or utilities)
Businesses
Employees
Special demographic groups
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Are we too small for performance measurement?
We are not too small!! Yes, some larger cities are recognized for their robust performance management systems, and they may also have the
resources to deploy bells and whistles on an interactive online dashboard. But that doesn’t mean that smaller jurisdictions or those with more limited
funds available can’t be just as successful. Actually, more than 30% of the organizations receiving ICMA’s Certificates in Performance Management
are under 50,000 in population.
On the performance metrics themselves, smaller cities can be more flexible—able to respond quickly to challenges and opportunities as they arise.
Smaller cities perform much better on turnaround times for recruitments, purchasing, return to work following an injury, or permit processing. In
emergency services, lower levels of traffic congestion may speed overall response time. In satisfaction surveys, a higher sense of community
identification and engagement may contribute to higher ratings. And when performance is considered on a per capita basis, the cost per local
resident may be more economical as well.

What is benchmarking for smaller communities?
Benchmarking is “the practice of comparing performance with standards or the performance results achieved by others” and it is not a new
concept. Many cities look for ways to do more with less. This need and desire present a unique opportunity to review internal and external processes
and workflows in an effort to make cost-effective and efficient improvements.
A comparable city that participates in ICMA’s benchmarking efforts can be used and selected based on criteria that includes population, regional
location or rural setting, and a council-manager form of government. Additional criteria can include the presence of an independent school system
and location as a county seat. In addition, the National Research Center’s citizen survey program can serve as a way to learn about what other
cities are doing in areas that aren’t traditionally reported in benchmarking efforts, such as organization of special events and types of social media
platforms that are being utilized.
While no two communities are exactly alike, there are many cities around the country and the world that share similar characteristics. We just have
to find them.

What is Open Access Benchmarking?
"One of the significant challenges to benchmarking is getting everyone on the same page – not just in terms of what to measure, but how to
measure it, and how to collect and analyze the data. Through its Performance Management Advisory Committee, ICMA has been working to bring
some consistency to that approach, while also limiting the need for centralized control.
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The result is what’s been termed “Open Access Benchmarking.” As the name implies, this initiative removes the barriers to jurisdiction benchmarking.
It does not assume that ICMA, a state association, or any other organization would dictate the methods, timeframe, or software by which
jurisdictions enter, analyze, or report their performance data. Rather, it focuses on a set of definitions that were developed by the Advisory
Committee and a working group of jurisdictions around the country. These definitions are posted here along with related data from those pilot
communities and others who’ve participated in prior ICMA data gathering efforts."

What is the goal?
ICMA recognizes performance management as a leading management practice and is promoting this approach in order to increase the adoption
of benchmarking throughout local government and expand the availability of data for a consistently defined set of key indicators.

How were the measures and definitions determined?
The metrics were chosen based on the work of the Performance Management Advisory Committee, with input from others involved in consortia and
workshops. Related discussions took place from 2015-2017.

Why are there some services for which there are either no measures (or very few) listed?
Performance management must strike a balance between measuring all that is capable of being measured and making the best use of scarce staff
time. Rather than collecting significant depth of data across all possible services, the Advisory Committee settled on this list as a means of providing
at least some key data for commonly provided services. The City of Borger uses these benchmarks as one part of our overall performance
management program to include greater depth of reporting or our progress against strategic goals, monthly or quarterly trends, comparisons to
budget, customer or employee satisfaction ratings, major project timelines, or compliance with service standards.
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Benchmark and Performance Measures by Department
City Benchmark Description Items
Measure
Type

Service Area

Measure Name

Definitions
Benchmark Measures

Percentage of population below
poverty level
Percentage of population (>= 25)
w/bachelor's degree or higher
Percentage of population 17 or
under (Juvenile)
Population: Residential population
of jurisdiction

Data for individuals, not number of households

Include residents plus any net influx for employment, education, tourism or
other reasons.

Administration

Population: Peak daytime or
seasonal total (may incl. nonresidents)
Square miles of land area served

Descriptor

Administration

Unemployment rate

Relates to the economic health of the community.

Descriptor

Administration

Expenditures: General fund
personnel and operations

Descriptor

Administration

Median household income

● General fund expenditures for all services, such as police, fire and public
works that are not assigned
to other funds.
● All operating costs, staff salaries and benefits, facilities maintenance, data
processing, fleet
maintenance, contract costs, etc.
EXCLUDE:
● Capital expenditures
● Debt service expenditures
Please ensure that the figure reported is for households, not individuals

Descriptor

Administration

Descriptor

Administration

Descriptor

Administration

Descriptor

Administration

Descriptor

Administration

Descriptor

Relates to the education attainment of the community and the community’s
ability to support high demand jobs.
Relates to the distribution of children and the need to support youth activities
and facilities.
To be reported based on American Community Survey, state department of
finance, council of governments, local planning department, or other sources;
figures released within the past 24 months.

Land area only.
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Descriptor

Administration

Percentage of Housing units that
are vacant

Calculated as the number of vacant housing units divided by the total number
of housing units in the jurisdiction. A housing unit is a house, an apartment, a
group of rooms, or a single room intended for separate living quarters.

Accounting
Measure
Type

Service Area

Measure Name

Definitions
Benchmark Measures

Outcome

Accounting

Accounts payable: Percentage of
accounts payable transactions
processed within 30 calendar days

Time from receipt by the jurisdiction, not by the accounts payable staff.

Efficiency

Accounting

Dollar amount of purchases made
via purchasing card/credit card as
a percentage of all purchases

The dollar amount of purchases made using credit cards or purchasing cards,
divided by the total dollar amount of all purchases made by check or other
payment methods.
INCLUDE
● Actual payments pursuant to contracts for construction or other services, not
award amounts.
EXCLUDE
● Any future obligations, encumbrances, or estimates.

Performance Measures
Output

Accounting

ACH payments made

Total number of payments made by ACH (Electronic Wire)

Output

Accounting

Number of Purchase Card
Transactions

Number of individual purchase card transactions city-wide.

Output

Accounting

Number of purchase orders issued.

Total number of purchase orders issued for the period.

Output

Accounting

Competitive bids posted.

Total number of bid packages prepared, posted and advertised for
competitive bid.
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Outcome

Accounting

Month-end closed within 10 days.

% of moths in which all financial transactions were completed allowing the
month to be closed within 10 days of the end of the month.

Outcome

Accounting

Money paid to vendors within
Hutchinson County.

% of expenditures paid to vendors located within Hutchinson County versus
total expenditures.

Administration
Measure
Type

Service Area

Measure Name

Definitions
Benchmark Measures

Input

Human
Resources

Hours paid to all staff

INCLUDE
● All types of hours paid: regular, overtime, sick, vacation, other paid leave,
and any other hours paid
● Hours paid to all staff in the local government, not just human resources staff

Output

Risk Mgt.

Workers’ compensation claims:
Number

Number of workers compensation claims made/filed during the reporting
period, regardless of when the incident occurred. NOTE: Please be sure to
report according to your jurisdiction's fiscal year, not OSHA's.

Outcome

Administration

Survey: Quality of all local
government services: % Excellent
or Good

To be calculated as the sum of those responding to a resident survey on the
quality of all government services being "Excellent" or "Good," divided by the
sum of all those expressing an opinion (Excellent, Good, Fair, or Poor). Exclude
those who indicated "Don't know" or did not respond. (NOTE: This is an
expansion on the originally proposed question that reflected "Excellent"
responses only.). Survey data should only be reported if the survey was
conducted within the past 24 months.

Outcome

Human
Resources

Percentage of new full-time
employees completing
probationary period

Number completing probation during the reporting period (whether as that
period was initially set or as it may have been extended), divided by the sum
of those completing probation and those leaving before the end of that
probation.
EXCLUDE temporary, seasonal and part-time employees.
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Outcome

Human
Resources

Total Sick Leave Hours Used: All
Employees

Total paid sick leave hours used by the designated type of employees. FTEs
should be based on actual hours paid, not budgeted positions.

Outcome

Human
Resources

Total Sick Leave Hours Used: Sworn
Fire Employees

Total paid sick leave hours used by the designated type of employees (Fire
and EMS). FTEs should be based on actual hours paid, not budgeted positions.

Outcome

Human
Resources

Total Sick Leave Hours Used: Sworn
Police Employees

Total paid sick leave hours used by the designated type of employees (police
and sheriff). FTEs should be based on actual hours paid, not budgeted
positions.

Outcome

Human
Resources

Turnover rate: All full-time
employees

To be calculated based on the number of full-time regular employees who left
the government divided by the average number of full-time, regular
employees on the payroll.

Outcome

Human
Resources

Turnover rate: Public safety fulltime employees

To be calculated based on the number of full-time regular employees who left
the government divided by the average number of full-time, regular
employees on the payroll.

Outcome

Risk Mgt.

Workers compensation, Number
days lost to injury: All departments

Enter lost worker days as defined in the OSHA 300 form. These are days away
from work, not days with light duty or restricted days. Please report lost days
during fiscal year only. If an injury lasts beyond the end of the reporting period,
count only those days lost during the reporting period and report the balance
in the next reporting period.

Outcome

Risk Mgt.

Workers compensation, Number
days lost to injury: Sworn Fire

For sworn fire/EMS staff, enter lost worker days as defined in the OSHA 300 form.
These are days away from work, not days with light duty or restricted days.
Please report lost days during fiscal year only. If an injury lasts beyond the end
of the reporting period, count only those days lost during the reporting period
and report the balance in the next reporting period.
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Outcome

Risk Mgt.

Workers compensation, Number
days lost to injury: Sworn Law
Enforcement

For sworn police/sheriff staff, enter lost worker days as defined in the OSHA 300
form. These are days away from work, not days with light duty or restricted
days. Please report lost days during fiscal year only. If an injury lasts beyond the
end of the reporting period, count only those days lost during the reporting
period and report the balance in the next reporting period. NOTE: Please be
sure to report according to your jurisdiction's fiscal year, not OSHA's.

Outcome

Risk Mgt.

Third party vehicle liability,
Number of accidents: Marked
police vehicles per 100,000 miles
driven

Vehicle accidents involving marked police vehicles
● Accidents involving jurisdiction-owned or-leased vehicles or equipment in a
collision with another vehicle, pedestrian or fixed object, resulting in third party
property damage or third-party bodily injury.

Efficiency

Administration

Admin/office facilities, Custodial
expenditure per square foot

To be calculated as the total administrative/office custodial expenditures for
the year divided by the total administrative/office square footage.

Performance Measures
Output

City Secretary

Legal Notices Published

Total number of legal notices published in the newspaper (Public Hearings,
Ordinances, tax rates, etc.)

Output

City Secretary

City Council Minutes Completed

Number of minutes completed and should equal the number of Council
Meetings held.

Output

City Secretary

Birth Records Filed

Number of birth records submitted by the State for persons born within the City
Limits to the local registrar to be maintained as permanent record.

Output

City Secretary

Death Records Filed

Number of death records submitted for persons who died within the City Limits
to the local registrar to be maintained as permanent record.

Output

City Secretary

Vital Statistics requests filled.

Total number of records for copies of birth or death records filled by the City
Secretary’s Office.

Output

Communication

New Releases

Number of news releases drafted and submitted to news outlets.

Output

Communication

Facebook Followers

Total number of individual follows for the City’s main Facebook page.
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Output

Communication

Twitter Followers

Total number of individual followers for the City’s main Twitter Account.

Output

Communication

Instagram Followers

Total number of individual followers for the City’s main Instagram Account.

Output

Communication

Social Media Posts

Total number of posts made to the City’s social media accounts.

Output

Communication

Meetings Broadcast

Total number of public meetings or public engagement activities broadcast
live on social media accounts.

Output

Communication

Videos Produced

Total number of videos proceduced for public education in furtherance of the
City Council’s Strategic Vision.

Output

Communication

Newsletters Published

Newsletters produced and drafted updating the community on the work and
progress of the City and City Employees.

Output

Human
Resources
Human
Resources

Number of personnel requisitions

Total number of requisitions submitted by departments to fill vacant openings.

# of new employees hired

Number of new employees who have completed the new hire process after
being selected through an approved requisition.

Communication

Facebook Engagement

Total number of engagement on the City’s Facebook page. Relates to active
participate on the social media platform.

Output
Outcome

Animal Services
Measure
Type

Service Area

Measure Name

Definitions
Performance Measures

Output

Animal Services

Animals handled

Total number of animal intake handled by Animal Services. This includes both
live and dead animal intake.

Output

Animal Services

Live animal intake

Total number of live animals brought into and housed in the Animal Shelter.
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Output

Animal Services

Dogs Adopted

Number of dogs adopted or placed with a rescue organization.

Output

Animal Services

Cats Adopted

Number of cats adopted or placed with a rescue organization.

Output

Animal Services

Animal Bite cases

Number of bite cases assigned and investigated by Animal Services.

Output

Animal Services

Aggressive Dog cases

Number of aggressive dog cases reported and investigated by Animal
Services.

Output

Animal Services

Owner surrenders

Number of animal voluntarily surrendered to Animal Services by their owners.
(Owner no longer wished to keep the animal).

Output

Animal Services

Animals Euthanized

Total number of animals humanely euthanized by Animal Services.

Output

Animal Services

Total Calls for Service

Total number of calls, cases and requests dispatched or handled by Animal
Services.

Outcome

Animal Services

Live release rate

% of animals reclaimed, adopted or placed with a rescue group.

Central Dispatch
Measure
Type

Service Area

Measure Name

Definitions
Performance Measures

Output

Dispatch

9-1-1 Calls

Total Number of 9-1-1 calls handled.

Output

Dispatch

Total Calls

Total number of 9-1-1 and non-emergency calls handled.

Outcome

Dispatch

% calls dispatched in 2 min

% of emergency calls dispatched to the appropriate responding unit within 2
minutes of call answer.
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Outcome

Dispatch

% calls on-scene within 5 mins

% of emergency calls where the appropriate responding unit arrived within 5
minutes of being dispatched. (7 minutes from call start)

Efficiency

Dispatch

ProQA Accuracy

Overall accuracy score of all calls handled through ProQA and the QC/QA
processes.

Code Enforcement
Measure
Type

Service Area

Measure Name

Definitions
Benchmark Measures

Output

Code
Enforcement

Total code cases available for
resolution during the reporting
period

EXCLUDE
● Unfounded or “no violation found “: Complaints determined to be without
merit and with no basis for considering the incident or complaint to be a
violation.

Outcome

Code
Enforcement

Code Enforcement cases resolved
through forced compliance

● All types of cases (e.g., housing, zoning, nuisance, dangerous building or
other)
● Only those cases that reached forced compliance during the reporting
period.

Outcome

Code
Enforcement

Average calendar days,
Inspection to forced compliance

● All types of cases (e.g., housing, zoning, nuisance, dangerous building or
other)
● Only those cases that reached forced compliance during the reporting
period.

Outcome

Code
Enforcement

Average calendar days,
Inspection to voluntary
compliance

● All types of cases (e.g., housing, zoning, nuisance, dangerous building or
other)
● Only those cases that reached voluntary compliance during the reporting
period
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Outcome

Code
Enforcement

Percentage of cases resolved
through forced compliance

Code enforcement cases resolved through forced compliance / Total code
cases available for resolution during the reporting period
Performance Measures

Output

Code
Enforcement

Building Maintenance Cases

Number of cases started due violations of the property maintenance code.

Output

Code
Enforcement

Junk Vehicle Cases

Number of cases started for violation of the junk vehicle regulations.

Output

Code
Enforcement

Weed Cases

Number of cases started for violations of the weed and vegetation
requirements of City Code.

Output

Code
Enforcement

Waste/Debris

Number of cases started for violations of the accumulation of waste/debris
regulations of the City Code.

Output

Code
Enforcement

Court cases filed

Number of cases filed with the Municipal Court

Output

Code
Enforcement

Acres Mowed

Total number of acres mowed by the Code Enforcement Employees.

Output

Code
Enforcement

Amount of waste/debris disposed
of.

Tons of waste and debris collected and disposed of by Code Enforcement
Employees.

Output

Code
Enforcement

Right-of-way miles mowed

Number of miles of State Highway Right-of-Way mowed by Code Enforcement
Employees.

Output

Code
Enforcement

Block of alleys cleaned

Number of blocks cleaned, sprayed, mowed or abated by Code Enforcement
employees.

Output

Code
Enforcement

Gallons of herbicide applied.

Total gallons of herbicide sprayed and applied by Code Enforcement
employees.
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Outcome

Code
Enforcement

% Cases resolved through
voluntary compliance.

% of cases that correct their violations voluntarily without charges filed or fines
assessed.

Output

Building
Standards

Facelift properties abated

Number of substandard properties abated through the Operation Facelift
Program.

Output

Building
Standards

Substandard properties abated

Number of substandard properties abated through the condemnation
process.

Output

Building
Standards

Building Standard Commission
Order

Number of secure, repair, or demolish orders issued by the Building Standards
Commission.

Outcome

Building
Standards

% of building abated through
Operation Facelift.

Percent of buildings abated with the cooperation of the property owner using
operation facelift calculate by dividing the number of facelift properties
abated by the total number of properties abated.

Fire
Measure
Type

Service Area

Measure Name

Definitions (position cursor and scroll in formula bar to read full text)
Benchmark Measures

Descriptor

Fire

Residential population of area
served: Fire suppression

INCLUDE
● Individuals who reside within the boundaries of the official service area.
● Individuals from neighboring communities only if the jurisdiction is the official
provider of fire suppression services for those communities as specified under
contract or intergovernmental agreement.

Descriptor

Fire

Residential population of area
served: Emergency Medical
Services

INCLUDE
● Individuals who reside within the boundaries of the official service area.
● Individuals from neighboring communities only if the jurisdiction is the official
provider of emergency medical services for those communities as specified
under contract or intergovernmental agreement.
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Input

Fire

Expenditure: Total fire personnel
and operations (including support
charged to department)

EXCLUDE
● Capital expenditures (as capital is defined by your jurisdiction).

Input

Fire

Hours paid, sworn fire/EMS,
including overtime

Total Hours Paid:

Output

Fire

EMS: Total medical Responses

Response to an incident is regardless of the number of units or personnel
required. For example, if there is one plane crash and 10 vehicles are sent to
the scene, count as one response.

Output

Fire

Fire Incidents: Residential: Total 1-2
family, multi-family, and other

INCLUDE
● NFIRS incident types 111-123 in residential structures (All NFIRS 5.0 fixed
property classifications 410-419, 420-429, 400, 409, and 430-499)
● Any fire incident inside a building or structure whether or not there was
structural damage to the building.
EXCLUDE False alarms, Mutual or automatic aid responses, or other out-of-area
strike teams where the jurisdiction is responding outside its official service area
and detached residential garages and other non-commercial storage
structures.
To be calculated as total residential 1-2 family structure fire incidents
contained to object or room of origin divided by the total number of
residential 1-2 family structure fire incidents.

Outcome

Fire

Fire confinement: Residential 1-2
Family Structures: Percentage
Confined to Object or Room of
Origin

Outcome

Fire

Survey: Fire Service Quality,
Among all respondents: %
Excellent or Good

To be calculated as the sum of those responding to a resident survey on the
quality of fire services being "Excellent" or "Good," divided by the sum of all
those expressing an opinion (Excellent, Good, Fair, or Poor). Exclude those
who indicated "Don't know" or did not respond.

Outcome

Fire

Emergency fire travel time: % 4
Min or under: From conclusion of
turnout to arrival on scene

INCLUDE
● All calls dispatched to fire suppression staff, regardless of the priorities they
were assigned.
● All fire calls dispatched, NFIRS Series 100, within the official service area,
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regardless of whether the jurisdiction or a neighboring agency was the first to
have a unit arrive on the scene.
Outcome

Fire

Emergency fire response time: %
of responses with a total time of 6
minutes, 20 seconds and under
from call entry to arrival on scene
(dispatch + turnout + travel time)

INCLUDE
● All calls dispatched to fire suppression staff, regardless of the priorities they
were assigned.
● All fire calls dispatched, NFIRS Series 100, within the official service area,
regardless of whether the jurisdiction or a neighboring agency was the first to
have a unit arrive on the scene.
EXCLUDE
● Calls for EMS (NFIRS series 300; whether based in a fire or EMS department).
This information is requested in a separate section.

Performance Measures
Output

Fire

Training Hours

Total number of training hours completed by all sworn members of the
department.

Output

Fire

Total Calls for Service

Total numbers of call resulting in a response from any fire personnel.

Output

Fire

Hydrant Tests Conducted

Total number of hydrant tests completed.

Outcome

Fire

Structure Fire Loss Value

Estimated value of property loss from structure fire.

Output

Fire Mitigation

Urban interface thinned

Total acres located in the Rual/Urban Interface thinned to reduce hazardous
fuel load.

Output

Fire Mitigation

Urban interface acres treated with
prescribed fire

Total acres located in the Ruran/Urban Interface burned via prescribed fire to
reduce hazardous fuel load.

Output

Fire Mitigation

Revenue Generated

Amount of revenue generated through prescribed fire and mitigation services
to third-parties.

Output

Fire Mitigation

State Requested Mutual Aide
Responses

Total number of responses for TFMAS or other State requested mutual aid
resulting in reimbursable expenditures.
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Output

OEM

Emergency Responses/Exercises

Number of Emergency responses or drills requiring the coordination of multiple
agencies and a written IAP.

Output

Fire Marshal

Fire Investigations

Total number of fires requiring investigation by the Fire Marshal’s Office.

Output

Fire Marshal

Fire Inspections

Total number of fire inspections completed by the Fire Marshal’s Office or the
duty Fire Crew.

Output

Fire Marshal

E.D.I.T.H. Attendees

Number of attendees receiving training through the E.D.I.T.H. (Exit Drills In The
Home) trailer.

Output

Fire Marshal

Plan Reviews

Number of construction plans reviewed by the Fire Marshal’s Office for
compliance with the adopted Fire Code.

Information Technology
Measure
Type

Service Area

Measure Name

Definitions
Benchmark Measures

Descriptor

Information
Technology

IT: Number of endpoints served

INCLUDE
● PCs, smart terminals, and intelligent stand-alone workstations
● Laptops - whether used as standalone PCs or in vehicles.
● Dumb terminals, computer monitors or
EXCLUDE
● Workstations that function only as servers.
● Mobile data terminals (MDTs)

Input

Information
Technology

Expenditures: Information
technology personnel and
operations

EXCLUDE
● Expenditures for radio systems and services
● Capital expenditures (as capital is defined by your jurisdiction).
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Output

Information
Technology

Help desk (IT): Number of requests
received

EXCLUDE
● Requests for longer-term project implementation, such as installing new
equipment or systems in a department.

Outcome

Information
Technology

Percentage of help desk requests
resolved within 4 work hours

To be calculated as the number of IT help desk requests resolved in 0-4 hours,
divided by the total number of IT help desk requests received.

Performance Measures
Outcome

Information
Technology

Number of network downtime
events

Number of events that caused any portion of the network to fail so that normal
operations were interrupted.

Outcome

Information
Technology

Percentage of tickets resolved in
more than 3 days.

% of all IT service tickets that required more than 3 days to resolve.

Municipal Court
Measure
Type

Service Area

Measure Name

Definitions
Performance Measures

Output

Municipal Court

Cases Filed

Total number of cases filed with the Court from all agencies.

Output

Municipal Court

Warrants Issued

Total number of warrants issued (Capias and Arrest).

Output

Municipal Court

Trials Requested

Total number of defendants requesting pleading Not Guilty and requesting
trial.

Output

Municipal Court

Trials Held

Total number of cases held by trial.

Output

Municipal Court

Juvenile Hearings Conducted

Total number of Juvenile Hearings conducted during the period.

Output

Municipal Court

Show Cause hearings held

Total number Show Cause hearings held per case.
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Output

Municipal Court

Warrants Cleared

Total number of warrants cleared by any means (Payment, Payment Plan,
Dismissal, etc.)

Outcome

Municipal Court

% of citations paid within 10 days

% of defendants who pled Not Guilty or Nolo Contondre and paid their
citation within 10 days for the date of the Citation.

Outcome

Municipal Court

% of citation on a payment plan

% of defendants who pled Not Guilty or Nolo Contondre and requested a
payment plan to resolve their citation.

Outcome

Municipal Court

% of warrants cleared by arrest.

% of all outstanding warrants cleared by arrest during the period.

Parks & Recreation
Measure
Type

Service Area

Measure Name

Definitions
Benchmark Measures

Descriptor

Parks

Developed park acreage: Total

Developed park acreage

Output

Recreation

Recreation Community Centers:
Class/program/facility registrants

Every time someone registers to use a facility excluding the rental or
reservation of picnic shelters and athletic fields and the users/patrons of golf
courses, driving ranges, and water parks. (Class participation, Rentals)

Outcome

Parks and
Recreation

Survey: Parks: Quality of Parks: %
Excellent or Good

Response from the City’s annual community survey.

Efficiency

Parks and
Recreation

Park maintenance expenditures

Park maintenance expenditures, including all recreation facilities:
EXCLUDE:
• Landscaped areas along roadways (e.g., medians, shoulders)
• Capital and facilities (e.g., gyms, pools, rec. centers), land acquisition, or
debt service payments
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Performance Measures
Output

Parks

Trees planted

Number of Trees planted in City Parks or on City property.

Output

Parks

Acres fertilized

Total number of acres of parks and sports fields treated with fertilizer.

Output

Parks

Work Orders completed

Total number of work orders completed by park employees and building
maintenance personnel.

Output

Recreation

JYPC Attendance

Total paid attendance at the Johnson Park Youth Center.

Output

Recreation

Cofield Rental Hours

Total hours rented at the Cofield Community Center.

Output

Recreation

JYPC Gym Rental Days

Total days the Johnson Park Youth Center Gym was rented.

Output

Recreation

Tournaments Hosted

Total number of sporting tournaments held at the Johnson Park Youth Center.

Output

Recreation

Lifeguard Saves

Total number of times lifeguard intervention was required by users of the
Johnson Park Youth Center.

Output

Recreation

Park Rec Summer Program
Registration

Total number of youths registered for the Park Rec Summer Program.

Output

Recreation

Special Events Held

Total number of special events held, including Movies in the Park, Parents Night
Out, Dances, etc.
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Planning & Development
Measure
Type

Service Area

Measure Name

Definitions
Benchmark Measures

Output

Planning &
Development

Number of Commercial
inspections

INCLUDE all commercial development inspections performed, whether for
projects as a whole or sub-parts of those. If multiple types of building
inspections are conducted, even via a single visit, count each one separately.
If re-inspection is required, please consider that as an additional inspection.

Output

Planning &
Development

Number of Residential inspections

INCLUDE all residential development inspections performed, whether for
projects as a whole or sub-parts of those projects. If multiple types of building
inspections are conducted, even via a single visit, count each one separately.
If re-inspection is required, please consider that as an additional inspection.

Outcome

Planning &
Development

Average calendar days from application to issuance:
INCLUDE in- house calendar days from initial screening process to approval.

Outcome

Planning &
Development

Average calendar days from
commercial application to
issuance
Average calendar days from
residential application to issuance

Outcome

Planning &
Development

Average calendar days from
request to commercial inspection

INCLUDE calendar days from commercial request for inspection or other
triggering event to completion of the inspection. If re-inspection is required,
please consider that as an additional inspection with a separate timeframe.

Outcome

Planning &
Development

Average calendar days from
request to inspection: Residential

INCLUDE calendar days from residential request for inspection or other
triggering event to completion of the inspection. If re-inspection is required,
please consider that as an additional inspection with a separate timeframe.

Average calendar days from application to issuance:
INCLUDE in- house calendar days from initial screening process to approval.

Performance Measures
Output

Planning &
Development

Residential Building Permits

Total number of residential building permits issued for new construction
remodel.
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Output

Planning &
Development

Residential Remodel Permits

Total number of permits issued for residential remodel.

Output

Planning &
Development

Commercial Building Permits

Total number of permits issued for commercial new and remodel construction.

Output

Planning &
Development

Trade Permits

Total number of permits issued for trade work (Plumbing, electrical, etc.)

Output

Planning &
Development

Plats Received

Total number of plats revied for consideration by the City.

Output

Planning &
Development

Rezoning Requests

Total number of rezoning requests received for consideration by the City.

Output

Planning &
Development

Specific Use Permits

Total number of requests for specific use permits for consideration by the city.

Output

Planning &
Development

Alcohol Permits

Total number of Alcohol Permits Issued.

Output

Planning &
Development

Business Licenses Issued

Total number of business licenses issued (Coin-operated machines).

Outcome

Planning &
Development

Construction Value

Total value of construction work permitted.

Outcome

Planning &
Development

Alcohol Permit Income

Total revenue received from alcohol permits.

Outcome

Planning &
Development

Business Licenses Income

Total revenue received from business licenses.

Outcome

Planning &
Development

% of Specific Use Permit requests
approved.

The % of Specific Use Permit requests approved by the City.
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Output

City Marshal

Huber park RV nights

Total nights used of the Huber Park RV Park. Calculated by adding each night
for each spot that is used.

Output

City Marshal

Peddlers/Solicitor Permits Issued

Total number of master permits issued for Peddlers/Solicitors.

Police
Measure
Type

Service Area

Measure Name

Definitions
Benchmark Measures

Descriptor

Police

Residential population of area
served: Police

INCLUDE
● Individuals who reside within the boundaries of your official service area

Input

Police

Expenditures: Sworn police salaries
and benefits (excluding OT)

INCLUDE
● All sworn police salary and benefit expenditures regardless of funding
source. EXCLUDE Civilian staff & Overtime pay

Input

Police

Hours Paid: Sworn police staff

INCLUDE
● Hours paid for police and sheriff services, including at special events,
regardless of the department or division in which the staff who perform these
services are located. EXCLUDE Civilian staff

Output

Police

DUI Arrests

Number of arrests within the jurisdiction's service territory for driving under the
influence or operative a vehicle while intoxicated.

Output

Police

Calls for service resulting in a unit
being dispatched

Exclude officer-initiated responses.

Output

Police

Number of traffic accidents
involving alcohol with fatalities

Of the total number of traffic accidents that involved fatalities, the number
which police
determined involved alcohol, even where the BAC was less than .08.
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Output

Police

Expenditures: Sworn police
overtime

INCLUDE
● Expenditures for sworn police overtime pay.

Outcome

Police

Percentage of property crimes
cleared

To be calculated as the number of UCR Part I property crimes cleared divided
by the number of UCR Part I property crimes committed.

Outcome

Police

Percentage of violent crimes
cleared

To be calculated as the number of UCR Part I violent crimes cleared divided
by the number of UCR Part I violent crimes committed.

Outcome

Police

Top Priority calls: Average time,
dispatch to arrival on scene (in
seconds)

DEFINITIONS
Top priority calls
■ Emergency response and/or lights and sirens
■ Immediate threat to life
■ Violent criminal act in progress
■ Suspect pursuing citizen
■ Imminent critical danger
■ Possibility of major property loss

Outcome

Police

Top Priority calls: Average time
from receipt to dispatch (in
seconds)

DEFINITIONS
Top priority calls

Outcome

Police

Number of traffic accidents
involving fatalities

■ Emergency response and/or lights and sirens
■ Immediate threat to life
■ Violent criminal act in progress
■ Suspect pursuing citizen
■ Imminent critical danger
■ Possibility of major property loss
Number of vehicle accidents in the jurisdiction service territory involving a
driver, passenger or pedestrian fatality. This figure represents the total,
whether or not the incident involved alcohol.
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Workload

Police

UCR Part I Property Crimes:
Reported

UCR Part I Property Crimes include: Burglary, larceny theft, motor vehicle theft
and arson. This total is of the number of crimes reported. The actual number
committed may be lower if some reports are later determined to be
unfounded. The number unfounded should be subtracted from the total
reported before calculating the percentage cleared.

Workload

Police

UCR Part I Violent Crimes:
Reported

UCR Part I Violent Crimes include: Murder, rape, robbery, and aggravated
assault. This total is of the number of crimes reported. The actual number
committed may be lower if some reports are later determined to be
unfounded. The number unfounded should be subtracted from the total
reported before calculating the percentage cleared.
Performance Measures

Output

Police

Traffic Accidents

Total traffic cashes resulting in a police accident report being completed.
Exclude private property and non-reportable accidents.

Output

Police

Traffic Stops

Total number of officer-initiated traffic stops.

Output

Police

Patrol Miles Driven

Total miles driven by all personnel assigned to the patrol (uniform) division.

Output

Police

Officer Initiated Action

Total number of officer-initiated actions excluding traffic stops.

Output

Police

Arrests

Total number of arrests made (warrant and on-view)

Output

Police

Incident Reports

Total number of incidents reports initiated. Excludes supplements.

Output

Police

Cases Submitted to Prosecutors

Total number of cases submitted to prosecutors (Felony and Misdemeanor).

Output

Police

Items received by the property
room

Total number of items booked and received into the property room (Found
property and evidence).

Outcome

Police

% of Traffic stops resulting in a
citations

Calculated by dividing the number of citations issued divided by the total
number of all citations and warnings issued.
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Streets
Measure
Type

Service Area

Measure Name

Definitions
Benchmark Measures

Descriptor

Streets

Paved lane miles for which the
jurisdiction is responsible

DEFINITION
Paved lane miles should be based on standard width of 12 feet. If your
jurisdiction uses different lane
widths, please convert your figures to match this definition. (One lane mile
measures 12 feet by 5280)

Input

Streets

Expenditures, Road rehabilitation:
Paved lane miles

DEFINITION:
Rehabilitation includes, but is not limited to, resurfacing, slurry sealing, mill and
overlay, pothole repair, and micro- surfacing. It does not include
reconstruction.
EXCLUDE
● Vehicle purchase or replacement
● Capital expenditures for new capacity and construction/reconstruction.
● Debt service payments.

Outcome

Streets

Paved Lane Miles Assessed as
Satisfactory as a Percentage of
Miles Assessed

To be calculated as paved lane miles assessed as being satisfactory divided
by the total number of lane miles assessed. INCLUDE miles assessed using any
number of standard systems (e.g., PAVER). EXCLUDE Lane miles assessed using
informal “looking- out- the-window“ surveys.

Performance Measures
Output

Streets

Potholes filled

Number or work orders completed related to the filling of potholes.

Output

Streets

Feet of alleys graded

Amount non-paved alleys graded measured in feet.

Output

Streets

Lane miles chip sealed

A lane mile is measured as a 12-foot-wide line.
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Output

Streets

Feet of sidewalks added/replaced

Feet of sidewalk repaired or replaced.

Output

Streets

Feet of gutter added/replaced

Feet of curb/gutter added, repaired, or replaced.

Output

Streets

ADA ramps completed

Number of ADA compliance ramps completed.

Output

Streets

Work Orders completed

Total number of Street Dept. work orders completed.

Output

Streets

Signs produced and installed

Total numbers of signs produced or ordered and installed.

Output

Streets

Miles of lane stripping completed.

Linear miles of lane stripping added. Calculated per stripping location (i.e.
Center strip and shoulder strip would be measured separately).

Output

Streets

Water/sewer cuts repaired

Total number of water/sewer cuts repaired following utility work.

Output

Streets

Gas cuts repaired

Total number of gas cuts repaired following work by the gas company.

Outcome

Streets

% of Water/sewer cuts repaired in
5 days.

Percent of water/sewer cuts repaired within 5 days of the Street Department
being notified of utility work completion.

Outcome

Streets

Amount billed to gas company for
Gas cut repair.

Total revenue invoiced to the gas company for repair of gas cuts.

Solid Waste
Measure
Type

Service Area

Measure Name

Definitions
Benchmark Measures

Output

Solid Waste

Number of residential refuse
collection accounts

Number of residential refuse collection accounts.
EXCLUDE
● Commercial, industrial, or other non-residential accounts.
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Outcome

Solid Waste

Waste Diversion: Percentage
diverted

To be calculated as the total residential and other tons of waste diverted from
landfills (via recycling or composting), divided by the total tons of residential
and other waste (including that portion landfilled, recycled, composted, or
disposed of in other ways).

Efficiency

Solid Waste

Expenditures, Refuse collection
and disposal, per account

To be calculated as total annual expenditures for refuse collection and
disposal divided by the number of residential refuse accounts.
EXCLUDE
● Capital expenditures, vehicle purchase, and vehicle replacement
Performance Measures

Descript.

Solid Waste

Residential Dumpsters

Total number of residential 3yd dumpsters.

Descript.

Solid Waste

Residential Poly Carts

Total number of residential poly carts for curb side pick-up accounts.

Descript.

Solid Waste

Commercial Containers

Total number of containers used for commercial accounts.

Output

Solid Waste

Tons of Residential Waste disposed

Total amount, in tons, of waste disposed by residential customers.

Output

Solid Waste

Tons of Commercial waste
disposed

Total amount, in tons, of waste disposed by commercial customers.

Output

Solid Waste

Tons brought to the scale house

Total amount, in tons, of waste brought through the scale house (Tipping
Amount).

Output

Solid Waste

Tons collected through Trash Bash

Total amount, in tons, of waste disposed of as part of the Trash Bash.

Output

Solid Waste

Tires disposed of

Total number of tires disposed of through the transfer station.

Output

Solid Waste

Limb piles gate count

Total number of users that utilized the Limb Pile.

Outcome

Solid Waste

% of residential containers
emptied twice a week

The % of both dumpsters and poly cart routes emptied twice per week.
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Utilities
Measure
Type

Service Area

Measure Name

Definitions
Performance Measures

Output

Water P&T

Gallons of Water Treated

Total gallons of water treated through the Water Treatment plan for system
use.

Output

Water P&T

NWWF Water Used

Total gallons of water produced and used from the North West Well Field.

Output

Water P&T

Stinnett Wellfield Water produced

Total gallons of water produced and used from the Stinnett Well Field.

Output

Water P&T

Lake Water used

Total gallons of water produced and used from Lake Meredith.

Output

Water P&T

Roberts County Water Used

Total gallons of water produced and used from the CRMWA Roberts County
Well Field.

Output

Water P&T

Lab analysis completed

Total number of analysis completed at the Water Treatment Plant Lab,
including both City and Third-Party analysis.

Outcome

Water P&T

Lab revenue

Total amount invoiced to third-party customers for water analysis.

Output

Water
Distribution

Line Locates

Total number of 8-1-1 line locates completed.

Output

Water
Distribution

Main Line Work Orders

Total number of work orders completed for water main repairs.

Output

Water
Distribution

Service Line Work Orders

Total number of work orders completed for water service line repairs.

Output

Water
Distribution

Total Work Orders Completed

Total number of all work orders completed.
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Outcome

Water
Distribution

Avg. Days to work order
completion

The average number of days to complete a work order.

Output

Wastewater
Treatment

Wastewater Treated

Total gallons of wastewater treated.

Output

Wastewater
Treatment

Gallons of Effluent Sold

Total Gallons of Effluent Sold.

Output

Wastewater
Treatment

Wastewater Samples Analyzed

Number of wastewater samples analyzed for compliance.

Outcome

Wastewater
Treatment

% Effluent Sold

% of effluent sold for reuse.

Output

Wastewater
Collection

Manholes Cleaned

Total number of manholes examined and cleaned.

Output

Wastewater
Collection

Work Orders completed

Total number of wastewater work orders completed.

Outcome

Wastewater
Collection

Avg. Days to work order
completion.

Average days to complete a wastewater work order.

Utility Billing
Measure
Type

Service Area

Measure Name

Definitions
Performance Measures

Output

Utility Billing

Bills mailed

Total number of bills mailed during the month.

Output

Utility Billing

Online Payments Received

Total number of payments made via the online payment portal.
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Output

Utility Billing

IVR Payments Received

Total number of payments made via the automated voice system.

Output

Utility Billing

In-person transactions

Number of payments completed in person through the drive-up window or the
payment counter.

Output

Utility Billing

Late Notices Mailed

Total number of late notices mailed.

Output

Utility Billing

Service Disconnects

Total number of accounts disconnected for failure to pay.

Output

Utility Billing

New Service Started

Total number of new services started or service transferred to a new account
holder.

Output

Utility Billing

Leak notices made

Total notice made for a possible leak detected by the system, including
automatic notice, phone calls or in-person visits.

Outcome

Utility Billing

% of payments made on-time

% of customers who paid prior to the due date.

Vehicle Service Center
Measure
Type

Service Area

Measure Name

Definitions
Performance Measures

Vehicle Service
Center
Vehicle Service
Center

Total Vehicles in the City Fleet

Not number of vehicles and equipment in the City Fleet.

Vehicles Replaced

Total numbers of vehicles and equipment replaced.

Output

Vehicle Service
Center

Vehicles & Equipment Auctioned

Total number of vehicles and equipment auctioned.

Output

Vehicle Service
Center

Work Orders completed

Total number of work orders completed by the Service Center.

Descript.
Output
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Output

Vehicle Service
Center

Service Calls completed

Total service calls made in the field by Service Center personnel.

Outcome

Vehicle Service
Center

Auction Revenue

Revenue received for vehicles and equipment sold at auction.

Outcome

Vehicle Service
Center

% of vehicles receiving
preventative maintenance

% of vehicles that were scheduled for preventative maintenance and
received the preventative maintenance.
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