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Performance Audit Task Plan

 Task 1 – Organizational Profile

 Task 2 – Employee Survey

 Task 3 – Public Survey and Community Meeting 

 Task 4 – Best Practices 

 Task 5 – Organizational, Operational and Staffing Analysis 

 Task 6 – Draft / Final Report 



Performance Audit Key Themes

 Strong customer service focus

 Generally high service levels

 Strong inter-departmental cooperation

 Lean staffing in many departments and greater reliance on 
part-time / reduced hour full-time positions

 Limited ability to fully access all available existing data

 Limited resources to analyze existing data

 Some integration issues between existing software



Performance Audit Key Findings

 Departmental chapters focus on operational, process and staffing 
recommendations to increase efficiency, effectiveness or implement 
best practices.

 Overall, minor changes in staffing recommendations in most 
departments.

 Greatest number of recommendations address operational practices.

 Implementation will require multi-year timeframe to accomplish with 
existing workloads and resources allocated.
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Performance Standards

 The development of performance measures, using national and locally 
defined measures helps an agency achieve both efficiency and 
effectiveness targets and understand current performance.

 Performance standards need to balance the information needs of the 
community with the most effective use of resources to collect, analyze 
and report the data.

 Performance measures may change over time as data becomes 
available and the City can refine and enhance measures utilized.

 Full implementation of the performance measurement program will 
span several years to enable data collection for measures where data 
is not currently available.



Performance Metrics (1)

 Limited use of “workload measures” and greater focus on “outcomes” 
of service delivery.

 Some data limitations that need to be considered and addressed:

 Availability of relevant data,

 Accuracy of available data,

 Access to and analysis of data (currently an impediment)

 Ease of calculation of performance measures, and

 Method for presenting data.



Performance Metrics (2)

 Key considerations:

 Linkage to Council Goals (ideally a primary focus)

 Performance metrics should flow from or tie to overall goals where feasible.

 Willingness of the organization to adopt “performance standards”,

 Number of performance measures per department / functional area should be 
limited,

 Some service areas do have have easily defined “outcomes”,

 Robust performance measurement program will need to be phased in over time:

 As data becomes available,

 To minimize workload / staff effort, and

 To provide early insights and develop more robust measuring as data becomes available.



Performance Metrics – Proposed

 City Management:

Measure Target

% of respondents feeling City is well-managed 80%

Annual work plans developed for each department with quarterly 
reviews conducted

100%



Performance Metrics – Proposed

 Human Resources

Measure Target

Annual turnover rating <10%

% of recruitments completed within established targets <45 days – entry; 
<60 days 

professional; 
<90 days executive

% of recruitments with recruitments with qualified applicants from 
underrepresented groups.

>95% positions filled

% of employees still employed 1 year after hire. >95%

% of Staff rating training courses as providing valuable content. >90%

Workers’ Compensation Modification Factor <1



Performance Metrics – Proposed

 Central Services – Design and Communications

 Central Services – Municipal Court

Measure Target

Percent of social media followers who identify their primary language 
as other than English.

>3%

Communication’s published written material without error. >98%

Social Media with tracking ability (Facebook, etc.) shows an increase 
in people liking or otherwise following the city’s posts. 

>5% annual increase

Number of articles published about the City’s Strategic Plan. >12 publications

Percentage of design projects completed by the agreed upon deadline. >80%

Measure Target

Defendants' successfully comply with court orders prior to a 
suspension being issued.

>85%

Case clearance rate >97%

Case load aging >60% cases cleared 
within 90 days



Performance Metrics – Proposed

 Central Services – Property Management

 Central Services – Fleet Maintenance

Measure Target

Workorder completed as scheduled >80%

Number of re-work workorders required. <5%

Percentage of outsources maintenance work to in-house work <10% outsourced

Measure Target

Number of preventative maintenance tasks performed on schedule >95%

Fleet workorder “rework” percentage rate <5%



Performance Metrics – Proposed

 Community Development

Measure Target

% residential building plan reviews completed within 15 business days >95%

% commercial building plan reviews completed within 20 business 
days

>95%

Percent of submittals received electronically 50%

Percent of Type I applications closed within 30 days >90%

Percent of Type II and III applications closed within 90 days (date of 
complete application received to date of decision, excluding appeals)

>90%

Percent of inspections completed within 1 business day of request >98%

Average number of address stops per inspector workday 15

Percent of “satisfied” and “very satisfied” responses to customer 
survey

>80%



Performance Metrics – Proposed

 Finance

Measure Target

Credit rating AA1 / AA+

General Fund Reserve >16.67%

Fund balance - budget versus actual <5%

Purchase orders under $1,000 are made with a rebate p-card or credit 
card. 

>80%

Server intrusion identification <24 hours (priority)
<3 days (all others)

Internal Phishing campaigns clickthrough rates <5%

Helpdesk ticket response times <4 hours

Average cycle time for open IT workorder tickets <3 days



Performance Metrics – Proposed

 Library

Measure Target

Collection turnover > 5 times

Proportion of collection replaced per year. >5%

Getting new materials into circulation. 3 days

Programs attended do not decline in attendance Varies

% of programs provided to underserved patrons >10% of programs 
(initially)

% of participants indicating satisfaction with the program. >80%



Performance Metrics – Proposed

 Police

Measure Target

Average response time to calls for service (by priority) Will depend on 
staffing adopted

Annual Proactive Time 60%

Case Clearance Rate Adopt standard for 
measurement



Performance Metrics – Proposed

 Public Works

Measure Target

Development Review:

Percent of engineering plan reviews meeting established cycle times >95%

Percent of engineering inspections completed within 2 business days 
of request

>98%

Parks:

Percentage of parks receiving a score of “good” or “excellent” in an 
annual parks condition assessment

90%

Percentage of households living within ½ mile of a park. 85%

Park acres per 1,000 residents equals or exceeds national average. 10

Proportion of total work orders (or labor hours) spent on routine tasks 
and preventive maintenance rather than service requests

70%



Performance Metrics – Proposed

 Public Works

Measure Target

Recreation

Percentage of residents who consider the City’s recreation programs to 
be “good” or “very good”

>75%

Percent of recreation programming costs recovered through user fees TBD

Percent of recreation programs meeting minimum enrollment >80%

Capital Program:

Percent of CIP projects which are completed within 90 days of their 
initially planned completion date

>80%

Percent of CIP projects which are completed within the initially planned 
budget

>85%

Percent of CIP projects with change orders totaling less than 15% of 
the initially planned budget

>85%



Questions / Discussion?


