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SUMMARY

he City of Portland faces challenging times: growing resource

constraints, changing public demands, and increasing govern-

ment complexity. In the past, the City has met these chal-
lenges, developing a national reputation for effective municipal
management, often providing a model for best practices in financial
management and urban planning. However,the City is at risk of losing
itsinnovative edge, as other cities around the country are taking more
aggressive action to achieve results that matter most to their commu-
nities. Portland City Council and management should again respond to
the challenge and begin Managing for Results.

Managing for Results is an approach to keep the City focused on its
mission and goals, and to integrate performance information into deci-
sion-making, management, and reporting. This process requires a
series of actions:

® setting clear long- and short-term goals,

® keeping goalsin mind when allocating resources,

©

managing government to achieve desired goals, and

©}

measuring performance and reporting results to the public.

The City has a strong foundation upon which to build a Managing for
Resultsapproach. But leadership is needed by Council to define the City’s
mission and to help bureaus align efforts to achieve strategic priorities. In
order to help, we recommend that:

1. City Council adoptan ordinance establishing a Managing for
Resultsapproach for the City of Portland using the findings
of thisreport asa general guide.

2. The Office of Management and Finance, with assistance
from all City bureaus and the Office of the City Auditor,
develop guidelines for Managing for Resultsthat integrates
existing management systems with improved information
on program performance.

We believe that Managing for Resultsdoes not require new bureaucracy,
instead it asks the City to think and act more strategically,keeping in mind
City goals and desired results. Success will require commitmentand time
but offers improved service quality and public trust in City government.
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CHAPTER 1:
Introduction

he City of Portland has a reputa-
tion for innovative municipal
management. Over the years, the

City has received considerable recognition
for its strong neighborhood associations,
effective land use planning, and progres-
sive financial management. Citizen satis-
faction with the quality of City services has

increased steadily over the past decade.
However, the City is facing growing re-
source constraints, more complex opera-
tions, and changing public demands.

Thisreport proposes to address these chal-
lenges by establishing a framework for
management called Managing For Results.

(The) transformation of government around the pursuit of

outcomes has become a pervasive force nationally and

internationally, and offers real potential for reconnecting

government with its citizens.

Ray Olsen, American Society for Public Administration,

Task Force on Government Accomplishment and Accountability.
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What is Managing for Results?

Managing for Results is a process for
keeping managementand the public fo-
cused on missions,goals,and objectives,
and for integrating results information into
decision-making, management, and pub-
lic reporting. This process requires a series
of organizational actions such as setting
long- and short-term goals, keeping goals
in mind when allocating resources, man-
aging programs to achieve results, measur-
ing performance, and reporting results.
These actions help the organization deter-
mine its progress toward its desired ends.

The concept of “Managing for Results” is
not a new idea. It is a set of basic man-
agement principles adapted for govern-
ment to help organizations achieve their
public purposes more efficiently and effec-
tively. A Managing for Results system rec-
ognizes that the primary endeavor of gov-
ernmentis the accomplishment of specific
goals and objectives that provide some
type of public benefit or “result” A man-

agement approach that focuses on results
requires a clear understanding of mission
and goals so that programs can be sup-
ported to accomplish these goals and in-
formation can be collected and reported
on how well they are achieved.

The conceptual underpinnings fora Manag-
ing for Results framework is drawn from a
number of management theoristsincluding
Peter Drucker,W.Edwards Deming,Tom Pe-
ters,and David Osborne and Ted Gaebler.

In particular, Drucker suggests that success-
ful organizations must establish clear mis-
sions and goals, set priorities, measure
performance, and evaluate results.
Osborne and Gaebler emphasize the impor-
tance of “mission-driven” and “results-ori-
ented” government, and Deming proposes
the on-going measurement and review of
organizational performance. In addition,
Peters stresses the importance of listening
and responding to the needs of the cus-
tomer,the receiver of government services.

A government should have broad goals that provide

overall direction for the government and serve as a

basis for decision making.

National Advisory Council on State and Local Budgeting Practice, 1997.



NATIONAL SUPPORT FOR MANAGING
FOR RESULTS. Managing for Resultsis part
of a global movement to make government
more efficient, effective, and accountable.
Managing for Resultshas been accepted as
good management practice by govern-
ments at all levels and by numerous profes-
sional associations.

Drawing on the management innovations
pursued by a number of state and local
governments in the 1970s and 1980s, the
federal government helped broaden prac-
ticesin 1993 by publishing 384 recommen-
dations for federal government reform in
the report From Red Tape to Results: Cre-
ating a Government that Works Better and
Costs Less. The federal “managing for re-
sults” process was codified by the Govern-
ment Performance and Results Act (GPRA).
The primary thrust of GPRA was to change
the federal government’s preoccupation
with inputs and processes, focusing more
on outcomes through systematic goal
planning and performance reporting.

The National Advisory Council on State and
Local Budgeting (NACSLB) developed a
framework forimproving budgeting, based
on principles very similar to Managing for
Results (see Appendix A). The Government
Finance Officer’s Association (GFOA)
adopted the NACSLB framework in its Rec-
ommended Budget Practices. GFOA also
offers performance-based management
training,and has published related guides,
including “An Elected Official’s Guide to
Performance Measurement’ and “Imple-
menting Performance Measurement in
Government: lllustrations and Resources.”

Other government professional associa-
tions have also embraced Managing for
Results. The American Society for Public
Administration (ASPA) has established the
Center for Accountability and Performance
to help public administration profession-
als acquire the knowledge and skills nec-
essary to“successfully manage for results.”
The International Association of City/
County Managers (ICMA) established the
Center for Performance Measurement to
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continue its work in the development and
promotion of the use of comparative perfor-
mance measures to enhance government
productivity and accountability.

The Governmental Accounting Standards
Board (GASB), organized in 1984 to estab-
lish financial and reporting standards for
state and local government, has done re-
search on performance measurement and
Managing for Results. Supported by a se-
ries of grants from the Alfred P. Sloan
Foundation, GASB studied the use of per-
formance measures across the country and
may issue future guidance on how to pub-
licly report performance information.

Finally, at Syracuse University, the Maxwell
School of Citizenship and Campbell Public
Affairs Institute directs an on-going review
of government management practices
called the Government Performance
Project (GPP). In GPP analysis,“managing
for results” is a key measure for assessing
the degree to which governments have in-
stituted good management practices.
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Why implement Managing for Results?

Successful implementation of Managing
for Results offers a number of tangible ben-
efits to governments. Some of these ben-

efits include:

©

helps maximize the quantity and
quality of services by focusing
governments on activities that
matter most,

helps elected officials better
allocate scarce resources during
tough economic periods,

helps Council identify priorities,
“right-size” the organization, and
hold managers accountable,

helps managers plan and imple-
ment with City priorities in mind,

motivates employees to recognize
and address performance prob-
lems, and learn from successes,

® improves communication with ® respondsto elected officials and the
taxpayers and builds trustin citizens’ demand for accountability
government,and ingovernment.

New themes are emerging in the quest for “results-
oriented” government. Performance measurement
should be more than a bean counting exercise . ..
Rather, performance measurement should be woven

into the decision-making fabric of the government.

Jeffrey L.Esser, Executive Director,
Government Finance Officers Association



Who is implementing Managing for Results?

Among states and cities, the term Manag-
ing for Results is used synonymously with
other terms such as Strategic Management,
Performance-Driven Government, Perfor-
mance Management, and Governing for
Results.

STATES. Although no statistics are avail-
able on the number of local governments
attempting to formally manage for results,
a survey by the Government Performance
Project indicated that 43 states reported a
“formal Managing for Results system”. In
addition, 48 states reported legislative or
administrative requirements for related
components such as strategic planning
and performance measurement. The
State of Oregon is widely regarded as a
leader in setting strategic goals and mea-
suring progress.

CITIES. Governing magazine's most recent
2001 Grading the Citiesreport showed that
Managing for Results efforts in local gov-
ernmentis also widespread and growing.
Governing reports that a number of cities,
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Managing for Results is shorthand for a conceptual

framework that reflects a fundamental change in the

management cultures of governments across the globe.

John Kamensky, former Deputy Director,

including Austin, San Antonio, India-
napolis and Virginia Beach have adopted
systems that have substantially changed
the way business is done. While other
municipalities have made solid progress,

National Performance Review

the authors state that the national leader
in Managing for Resultsis Phoenix. The
degree to which cities have adopted Man-
aging for Results, and their reported suc-
cess, has varied greatly.
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City of Portland: Past and current Managing for Results efforts

The City of Portland has a long history of
focusing on performance and results.

THE SEVENTIES. As far back as the early
1970s, the City made efforts to improve
performance. In 1973 the Management
Analysis and Review (MAR) organization
was created to provide in-depth manage-
ment reviews of City agencies. For several
years they produced reports which in-
cluded recommendations for performance
improvements.

In 1977,the former Bureau of Management
and Budget experimented with a zero-
based budgeting concept and a goal-set-

ting and performance measurement sys-
tem, similar to Managing for Results. For
at least three years, a Performance Man-
agement Manual was produced with in-
structions on formulating goals, objectives,
and performance measurements,for inclu-
sion in the annual City Budget.

THE EIGHTIES. The Internal Audit Division
of the Office of the City Auditor (now
known as the Audit Services Division) was
given the responsibility of conducting per-
formance audits in 1983. The office now
publishes about 10 audit reports each year
with a primary focus being public account-
ability and operational efficiency.

Beginning in 1988-89, bureaus were once
again required to submit performance
measures in their annual budget request.

The Audit Services Division began publish-
ing the Financial Trends Report biannually
in 1988. It presents twenty-seven financial
and demographic trends on key indicators
of the City’s financial condition.

THE NINETIES. In 1991, the City, in coop-
eration with other organizations in the
area, produced acommunity strategic plan
entitled Future Focus. The report identi-
fied broad economic and demographic
trends, strategic goals, and action plans to
achieve the goals.

MARs

management Performance measures in .

reviews budget Performance audits
1970 . . . 1975 . . . . 1980 . . . . .



In 1991 the Audit Services Division pub-
lished the first Service Efforts and Accom-
plishments (SEA) report. The report pro-
vides performance information on the nine
largest City operations, and the results of
an annual citizen satisfaction survey.

The Portland-Multnomah Progress Board
was formed in 1994 to create and track
community benchmarks.The Board pub-
lishes annual information on progress to-
ward goals such as children’s readiness to
learn, environmental quality, and public
health and safety.

In 1994, the Office of Management and
Budget initiated a goal-setting process

called the Comprehensive Organiza-
tional Review and Evaluation (CORE).
That effort included strategic planning ac-
tivities for selected bureaus. The overall ef-
fort was discontinued, but some elements
have been incorporated into other efforts.

In 1995 the City joined with large jurisdic-
tions around the country in an ICMA
project to develop, collect, and report
common performance indicators on se-
lected services to experiment with inter-
city performance comparisons. To date,
ICMA has published six annual reports.

Your City, Your Choice is a biennial effort
by the Mayor’s Office to obtain citizen in-
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put on policy and spending priorities. This
process consists of telephone surveys, mail
surveys, and community forums .

THETWENTY-FIRST CENTURY. In Novem-
ber of 2001 the City Council began discuss-
ing strategic challenges facing the City. In
December, the Council identified a set of
strategic issues upon which the Office of
Management & Finance and the Bureau of
Planning produced issue papers. These is-
sues were organized into tiers, and dis-
cussed with bureau directors in February.
The plan is for bureau directors and City
Council members to meet regularly to
work together on solutions to these issues.

Budget
re-incorporates  Financial Trends report
SEA report & "
performance TP Your City, Your -
measures citizen survey CORE reviews

Choice survey

1990

Future Focus
strategic plan

1995 .
City joins
ICMA
consortium

Portland/
Multnomah County
Progress Board formed

2000 .
Strategic

issues develop-

ment
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Methodology and objectives

The objectives of this study were to:

® review the status and key elements
of Managing for Results systems in
other government jurisdictions in
order to determine what elements,
if any, might be appropriate to
adopt for the City of Portland.

@ review the City’s past and current
efforts to determine what changes,
if any, need to be made in our
current method of planning and
managing for results.

©® propose a Managing for Results
system for Portland which builds
on current systems and addresses
weaknesses in current approaches.

In order to learn more about the state of
the art in Managing for Results, we re-
viewed professional literature,academic re-
search, and numerous implementation
guides from cities, counties, states, the U.S.
Federal government, and other countries.

Inaddition, to learn more about City efforts,
we reviewed City documents, interviewed
City Council members, bureau directors
and staff, and conducted an email survey
of Directors. We held one focus group
meeting with bureau directors to obtain
their input for our proposed Managing for
Results system. We also worked closely
with the Office of Management and Fi-
nance to develop a workable model of the
process.



CHAPTER 2.
Creating a Managing for Results model

ur conclusions about the essen-

tial practices and concepts of

Managing for Results were in-
formed by a variety of studies,experiments,
and research. We drew extensively from
the work of the Government Performance
Project, the Governmental Accounting
Standards Board, and from work of aca-
demic theorists and researchers at several
major universities. We found that Manag-
ing for Results involves four major ele-
ments — Planning, Budgeting, Managing,
and Reporting.

While a number of state and local govern-
ments have demonstrated success in one
or more of these common areas, few have
successfully implemented a comprehen-
sive approach. We identified several fac-

MANAGING FOR RESULTS CYCLE

o)

REPORT RESULTS BUDGET

\ MANAGE /

tors that can influence successful imple-
mentation of performance management.
Foremost among these success factors is
active and energetic leadership.
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Literature review and research

The findings and research of the Govern-
ment Performance Project, the Govern-
mental Accounting Standards Board, and
selected academic writing point to a num-
ber of common elements and success fac-
tors for designing and implementing a
Managing for Results system. The follow-
ing are some of the most important find-
ings and observations from these sources.

GOVERNMENT PERFORMANCE PRO-
JECT: Syracuse University and Govern-
ing Magazine. The Government Perfor-
mance Project (GPP) is a multi-year evalu-
ation of government management at the
federal, state and local levels.! The evalu-
ation examines five aspects of good man-
agement: financial management, capital
management, human resource manage-
ment, information technology, and man-
aging for results.

1 Portland not included in study because
total budget was below selection threshold.

10

Criteria for assessing the “managing for re-
sults”component included:

® Does the government perform
results-oriented strategic planning?

® Have critical goals and objectives
been identified?

® Are indicators used to measure
progress towards objectives?

® Do leaders and managers use results
data for decision making?

® Is there clear communication of
results to stakeholders?

Researchers from Syracuse University ana-
lyzed survey information, while Governing
magazine staff interviewed sources both
inside and outside the selected govern-
ments. Final grades were assigned to each
government in the five categories.

With respect to “managing for results’ the
researchers found that processes for long-
term planning and holding government
accountable for results are widespread
and growing. Performance measurement

MANAGING FOR RESULTS:

“A” GRADE
® lowa ® Austin
® Missouri ® Indianapolis
® Texas ® Milwaukee
® Virginia ® Phoenix
® Washington ® San Diego

SOURCE: Grading the States, 2001; Grading
the Cities. Governing magazine.

is increasingly connected with strategic
planning. A few cities and states have
implemented processes that have substan-
tially changed how they are managed,
while other governments are making solid
progress. Managing for Results activities
occur in some form in almost every state,
but states often have problems making
the different parts work together in an
integrated fashion. They also found that
the legislative branch is often the most
prominent obstacle to managing for re-
sults because legislators are less likely to
demand performance information, or to
use it consistently.



GOVERNMENTAL ACCOUNTING STAN-
DARDS BOARD: Performance measure-
ment research funded by the Sloan
Foundation. In 1999, GASB researchers vis-
ited 26 state and local governments to de-
termine the extent to which performance
measures were used for budgeting, man-
agement,and public reporting. GASB staff
developed a standardized survey and con-
ducted 15-20 interviews at each site. Port-
land and Multnomah County were among
the jurisdictions visited by GASB.

Some of the common findings were:

® strategic planning forms the basis of
most efforts,

©® goals and objectives are identified
for key programs,

® performance measures are prepared
by all, BUT

® budget decisions are not based on
performance dataalone.

Additional GASB research reports sponsored
by the Sloan Foundation that have been re-
cently issued, or near completion, include
citizen perceptions on the use and report-
ing of performance information and sug-
gested criteria for communicating and
reporting performance information.

ACADEMIC WRITING. A number of aca-
demics at major universities have studied
and written extensively about public man-
agement.One focus of their work has been
results-based management and the suc-
cess and failure of these efforts nationally
and internationally. Some of the thinking
most influential in our study of Managing
for Results include the following:

Donald Kettl, University of Wisconsin. Dr.
Kettl has written extensively about govern-
ment and public performance. In a recent
article about the global revolution in pub-
lic management he observes that reforms
can trap management into a mechanistic
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view of processes for improving manage-
ment. Planning, measurement,and report-
ing can become ends in themselves, rather
than the real purpose — the improvement
of results. As a result, he believes that it is
better to think about performance-based
management, not performance measure-
ment.

Joseph Wholey, University of Southern Cali-
fornia. Dr.Wholey’s work has focused on
performance-based management and ac-
countability in public and not-for-profit or-
ganizations. Wholey indicates that the
prerequisites of performance-based man-
agement or managing for results are
agreed-on goals and strategies,and perfor-
mance measurement systems that provide
datathat are sufficiently complete,reliable,
and consistent over time. Managers may
then use performance information to im-
prove management, provide accountabil-
ity, and support resource allocation or
other policy decisions.

11
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David Ammons, University of North Carolina.
Dr.Ammons teaches public administration
and has served in an administrative capacity
atfour municipalities. He has written exten-
sively about how to benchmark local gov-
ernment performance. Ammons believes
that government service performance can
affect the political health of elected and
management officials. While solid opera-
tional success can undergird political stabil-
ity, all too often governments push perfor-
mance measurement to the back burnerin
favor of hotter issues of the time. Unless of-
ficials can reliably answer the question“How
are we doing?” political and professional
stock can quickly decline.

Robert Behn, Harvard University. Dr.Behnis
a lecturer at Harvard’s Kennedy School of
Governmentand faculty chair of the execu-
tive program“Driving Government Perfor-
mance: Leadership Strategies that Produce
Results” Behn,in arecent article about the
barriers to performance management, sug-
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“. .. performance-based management serves managers
best when incorporated seamlessly into the government’s

other major decisions, especially budgeting.”

gests that many concepts of performance
management are based on the assumption
that new systems will automatically change
behavior and somehow, performance will
improve.However, he believes that real per-
formance management s an active strategy
that requires energetic leadership and a con-
scious effort to change the behavior of indi-
viduals in the organization.

Donald Kettl, University of Wisconsin.



Commonly accepted Managing for Result elements and activities

Based on our research, we have identified
the common elements of a Managing for
Results system. Different governments
may emphasize various elements, but the
following table shows the key elements,
along with specific action items that are re-
quired of each.

Chapter 2

PLAN 1. Assess community values and needs

To establish agreement and 2. Develop organizational vision and mission

common understanding of 3 Establish | ; Is and desired It

goals and how the parts of . Establish long-term goals and desired results

the organization contribute 4. Align department goals and objectives

to achieving goals 5. Establish programs, strategies, and performance

measures

BUDGET 1. Forecast financial resources

To allocate resources 2. Obtain citizen and stakeholder input

purp osel_y and optimally to 3. Set priorities for funding

accomplish goals
4. Allocate resources to programs based on priorities
5. Monitor budget and adjust

MANAGE . Acquire and organize physical and human resources

To implement, monitor and
revise plans and strategies to
optimize accomplishment of
goals

g A WO N B

. Direct and control work efforts

. Implement plans and strategies

. Collect performance data and measure progress
. Adjust and revise efforts

REPORT

To evaluate and report to the
public and elected officials to
enhance accountability and
decision-making

A w DD

Evaluate and assess performance
Identify problems and solutions
Communicate results to management
Communicate results to public

13



Managing for Results

Examples of noteworthy and unique efforts

We identified several organizations that
have successfully implemented some of el-
ements of the Managing for Resultsmodel.
The following examples may provide in-
sights on how to develop a Managing for
Results system.

PLANNING FOR SUCCESS: Texas Strate-
gic Planning and Budgeting System
(SPBS). The State of Texas is a good ex-
ample of how a state government has in-
stitutionalized a Managing for Results pro-
cess. Their system highlights how ele-
ments of strategic planning and budget-
ing can be tied together.

The SPBS started in 1992 when the process
was adopted to expand upon a 1991 act
by the legislature that required agency
planning. Agencies are now required to
submit formal plans every two years. Each
agency is required to conduct internal and
external assessments as part of each plan-
ning cycle.

14

Texas has developed a detailed set of
guidelines for conducting strategic plan-
ning activities. It is updated every few
years, and includes an explanation of the
conceptual framework for strategic plan-

TEXAS STRATEGIC PLANNING
AND BUDGETING SYSTEM

STRATEGIC PLANNING
AND
BubpcEeTING

STRATEGIC PLANNING STRATEGIC PLANNING
AND AND
BUDGETING BUDGETING

MONITORING IMPLEMENTATION

ning and budgeting,along with definitions
and examples of terms and relationships
such as mission, goals and objectives. It
also includes an explanation of perfor-
mance measure types.

The original intent was to de-
velop a system that would im-
prove decision-making at both
the agency and the legislative
level. Then Governor Richards
expected performance measures
to be used in the legislative ap-
propriations process.

GASB research found that perfor-
mance measures have been in-
cluded in each state agency’s
budget request, and used exten-
sively by the governor’s and leg-
islative budget analysts to ana-
lyze requests.

SOURCE: Instructions for Preparing and Submitting Agency
Strategic Plans for fiscal years 2003-07, State of Texas.



LINKING GOALS TO BUDGET APPRO-
PRIATIONS: Missouri requires a formal
linking. Like Texas, Missouri has a strong
strategic planning process with detailed
procedures for agencies to follow. In addi-
tion, the Missouri state budget process
links the planning and budgeting phases
more closely together to create a direct
connection between strategic planning
and resource allocation.

MISSOURI“FORM 5”:
Key Questions Used in Budget Process

1. What is the problem this program will address?

consequences of not funding?

you conduct?

In budget submissions, agencies must de-
scribe the budget request in terms easily
understood by any reader, and what the
problem is they are attempting to address.
Agencies must include a description of the
strategies the agency will undertake to ac-
complish its objectives and how these ob-
jectives relate to the strategic plan.

2. What are the positive results of funding this program? Or, what are the negative

3. What measures will you use to assess accomplishment of objectives? How do
the objectives relate to the strategic plan?

4.  What will you do to accomplish objectives? What strategies and activities will

5. What work or output will your strategies produce?

6. What will it cost to conduct these activities?

SOURCE: State of Missouri budget instructions.
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MEASURING PERFORMANCE: India-
napolis, Indiana. The City of Indianapolis,
along with New York and Phoenix, prepares
monthly citywide performance reports,ac-
cording to the Government Performance
Project. In Indianapolis, a central contact
person collects the information, checks it
for accuracy, and highlights important is-
sues to be presented to the Mayor and se-
nior staff. The report tracks about 150 in-
dicators such as the number of requests for
pothole repairs and the number filled
within seven days, and the number of
transportation complaints received.

Over the seven years since beginning the
report, staff have moved steadily from
tracking inputs to measuring results.
Elected officials and senior administrative
staff have made the connection between
this data and service delivery,and have be-
gun to use the information on a consistent
basis. The GPP points out that simply pro-
ducing a monthly report will not in itself
lead to better outcomes unless it is being
actively used with a clear purpose in mind.

15
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COMMUNICATING WITH CITIZENS:
Phoenix, Arizona. While the City of Phoe-
nix, Arizona does not have a highly formal
strategic planning process (departments
use processes that best fit their individual
cultures),it does make extensive use of per-
formance information and excels when it
comes to citizen input. In 1991, Phoenix
began using citizen focus groups to clarify
the City’s direction and results indicators.
These meetings found that, from a citizen’s
perspective, results usually fell into a cat-
egory of either satisfaction, cost, cycle time,
or mission. Focus groups continued to be
used for over five years as departments
clarified results indicators.

The City Auditor’s Department conducts
assessments of the use of results informa-
tion in each department every two years.

Serving citizens and keeping them as the
primary focus of City government is now
central to the City’s day-to-day operation.
Recently, the City began an effort referred
to as “seamless service” which attempts to

16

make each City employee understand his
role as a central contact point for citizens.
One technique was to create a pamphlet
of contact information for field employees
so they could immediately tell citizens who
to call for certain types of service.

PHOENIX CUSTOMER INPUT:

By the Numbers

3500: individual citizens participat-
ing in meetings to craft the
City’s strategic plan

340: citizens gathered to draft
the City’s Violence Preven-
tion Initiative

700: respondents to the City’s
biennial Citizen Attitude
Survey

SOURCE: City of Phoenix Managing for
Results survey responses, Govern-
ment Performance Project, 2000.

KEEPING SCORE: Charlotte’s Balanced
Scorecard. The City of Charlotte has re-
ceived recognition for its“managing for re-
sults”process, the Balanced Scorecard. Rec-
ognizing in the early 1990s that its tradi-
tional performance measurement system
looked more backward than forward, the
City modified and adopted the Balanced
Scorecard process described in the Harvard
Business Review (1992). While emphasiz-
ing strategy, the BSC highlights the pro-
cesses where the organization must excel
to be successful. Starting with City Coun-
cil focus areas, the City develops and links
measures that are balanced among four
perspectives: customer, financial, internal
processes, and growth and learning.

The corporate scorecard gives a quick but
comprehensive view of objectives across
the five focus areas and the four scorecard
perspectives.City departments identify the
corporate objectives they must impact and
include those in their business plans. The
corporate objectives are not meant to rep-
resent every important service, but to dem-
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onstrate the relationship of the focus CITY OF CHARLOTTE
points and the organization. Balanced Scorecard

The balanced scorecard has helped focus
managers on key areas, and to help the _.'

public and employees understand the
City’s goals. According to a 2000 employee
survey, 57 percent of employees said the : : .
) X ; Py y Community Neighborhoods Restructuring Transportation Economic
understand the City’s overall goals. Safety g Government Development
\ \
; =
\ \
I Red Increase Strengthen Enhance Maintain Provide Safe, Provide
Customer educe . iahb ; c titi : :
Perspective Crime Perception Neighbor- Serylce ompetitive Convenler_]t Economl;
of Safety hoods Delivery Tax Rate Transportation Opportunity
|
) _— Secure i Maintain
Financial - i Maximize Grow the
Perspective Funding/Service Benefit/Cost Tax Base AAA
Partners Rating
|
Internal ] Enhance Provide Im Increase
’ prove
Process Customer Community-Based Productivity Infrastructure
Perspective Service Problem Solving Capacity
|
Learning & || Enhance Achieve Positive
Growth : Close
| Information Employee Skills Gap
Perspective Management Climate
|

SOURCE: A Handbook for Developing Key Business Unit Scorecards and Business Plans: Becoming a Strategy-Focused
Organization, March 2002, City of Charlotte.
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ACHIEVING ACCOUNTABILITY: New York
City’s Mayor’s ManagementReport. New
York City’'s Mayor’s Management Report
has been a cornerstone of public account-
ability for the City for over 25 years. In re-
cent years it became less focused on out-
comes and was increasingly less user-
friendly as it grew from a single volume of
150 pages, to a “sprawling” multi-volume
set. The Mayor’s staff found that the old
format lacked a focus on results, was full of
jargon, and raised questions about the va-
lidity of the data.

For Fiscal Year 2002, the Mayor’s Manage-
ment Report was overhauled in several
important ways. First, each agency devel-
oped a general statement of Critical Ob-
jectives, outlining specific statistical indi-
cators of progress. Next, the statistics were
enhanced to report primarily outcome in-
dicators. Technology was also improved to
allow citizens to view important statistical
information about their neighborhoods on
the City’s website.
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The result is an accessible document that
describes the City’s progress towards
meeting important goals.

In addition, budget information, including
data on spending,revenues,and personnel,
has been added to each agency'’s section.

NEW YORK MAYOR’S MANAGEMENT REPORT: Interactive website
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Factors for success

Adopting and implementing a Managing
for Results system is challenging. Our re-
search has shown that while many govern-
ments have taken significant steps over the
past decade to improve public manage-
ment, implementation of Managing for
Results principles has not received univer-
sal acceptance or full implementation. For
example, a survey of performance mea-
surement use in the United States in 1997
by the GASB showed that 53 percent of re-
spondents had adopted performance
measures of some type and 39 percent had
adopted measures of outcomes or results.
However,only 23 percent of respondents
said that these measures were used for
strategic planning, resource allocation, or
program monitoring. This finding is sup-
ported by other research that suggests
even when organizations adopt perfor-
mance management systems efforts can
be more symbolic than real, providing win-
dow dressing rather than true change.

A number of practical, political, and psy-
chological factors may frustrate successful
adoption and implementation. Some of

these factors include lack of skills and
knowledge in implementing performance
management systems, fear and uncertainty
about how the performance information
will be used, and indifference from elected
officials about the importance and value
of performance data.

Despite these barriers, we found that suc-
cessful adoption of Managing for Results
is enhanced by several conditions. Follow-
ing are some of the most important con-
ditions for success we identified in our re-
search.

FACTORS FOR SUCCESS

Leadership
Commitment
Communication
Participation

Resources

®© ©®© ® O O ©

Training

Chapter 2

“Performance management
is not politically useful. It
does not win election - or
reelection — for anyone. In
our frequent and various
campaigns for public
office, candidates, opinion
leaders, journalists, and
voters mostly ignore the
performance of public
agencies — and the
specifics of performance
management. If elected
officials do not care about
performance management,
then political or career
managers will not either.”

Robert Behn,Harvard University.
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LEADERSHIP AND COMMITMENT. The
most important success factor in imple-
menting a Managing for Results system is
commitment and leadership by elected
officials. Elected officials have often been
both indifferent to performance manage-
ment efforts and skeptical about its value.
Elected officials have tended to place more
emphasis on the immediate “results” of
their efforts, rather than on administrative
mechanisms that are relatively invisible to
citizens. Funding new programs and re-
sponding to hot button issues provide
more evidence of success than perfor-
mance management because the ultimate
outcomes of government efforts may not
be known for years, and there may be sev-
eral election cycles between the time re-
sources are allocated and results achieved.

Butwhere elected officials have been com-
mitted to performance improvement and
provided leadership to their organization,
significant efforts and real change have oc-
curred. For example,individual legislators
in Texas and Louisiana played the princi-
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pal roles in institutionalizing Texas’ Strate-
gic Planning and Budgeting System and
Louisiana’s Government Performance and
Accountability acts, two initiatives that
have changed the way state agencies plan,
budget,and report. Governors in Washing-
ton, lowa, and Missouri have led the way in
the highly regarded performance manage-
ment initiatives in those states. Mayors in
Indianapolis and Milwaukee provided the
leadership to their cities that contributed
to highratings in the Managing for Results
category in the most recent grading the
citiesreport. In each of these cases, elected
officials helped provide the critical support
needed for successful adoption and imple-
mentation.

COMMUNICATION AND PARTICIPATION.
A recent empirical study on the adoption
(development of measures) and imple-
mentation (actual use) of performance
measures concluded that the participation
of internal stakeholders in activities aimed
at promoting performance measures eases
the organization into the performance

management process. Taking time to work
with senior managers and employee work
groups on the purpose and value of per-
formance management efforts is seen as
an important influence in achieving suc-
cess.

Some researchers suggest that several ac-
tions could promote communication and
participation, thereby affect the adoption
and implementation of Managing for Re-
sults. For example,

® performing a “readiness” assessment
to determine level of knowledge of
performance measurement uses and
purposes,

® advocating for a performance
improvement culture and an envi-
ronment that supports change, and

® identifying and involving internal
and external stakeholders, and
employee unions in discussions
about Managing for Results.



RESOURCES AND TRAINING. In addition
to leadership and participation, research
also suggests that implementation is en-
hanced if sufficient resources are available
to support implementation and training.

In particular, building the internal capac-
ity to conduct a Managing for Results sys-
tem is viewed by many as an important el-
ement for success. Trained and experi-
enced staff is invaluable when the organi-
zation becomes involved in the challenges
of identifying goals, developing perfor-
mance measures, collecting and analyzing
data, reporting results,and using results for
management and decision making. Such
training could include some of the follow-
ing topic areas:

® defining mission, goals, objectives,
and strategies for achieving goals,

® measuring performance and devel-
oping data collection methods,

@® analyzing and reporting perfor-
mance information internally and
externally, and

® using performance information in
budgeting, decision making, and
public communications.

In addition, our research suggests that
some minimal investment might be
needed initially to support the design and
implementation of Managing for Results.
These efforts should generally be limited
and short-term.

Chapter 2
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CHAPTER 3:

Managing for Results in Portland — A proposal for change

he City of Portland has a sound

foundation for building a Manag-

ing for Results system. Existing
strengths in financial management, citizen
involvement,and public reporting will help
the City focus on the key areas where im-
provementis needed.

Animportant first step toward Managing for
Resultsis a City mission statementand aclear
set of long-term goals. These goals should
inform resource allocation, program man-
agement, performance measurement, and
reporting. More important, however, is the
developmentand use of performance infor-
mation for decisions.

These actions will require integrating cur-
rent processes rather than the adoption of
new requirements or additional bureaucracy.

PORTLAND’S READINESS

for
Managing for Results

Strengths:
® Financial management
® Citizen involvement
® Publicreporting
® Evaluationand audit

Weaknesses:
® City mission and goals

® Framework for performance
measurement

® Aspects of budget process
® Using performance information

Successful Managing for Resultsimplementa-
tion will,however,require the active commit-
mentand leadership of City Council.
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Retain and build on strengths

The City of Portland has many strengths upon
which to build a Managing for Results sys-
tem. Existing financial management exper-
tise and established processes for public re-
porting, auditing, and citizen involvement will
be keys to making the process work.

FINANCIAL MANAGEMENT. The City has
strong financial management guided by a
comprehensive set of policies for long-
term financial planning, budget forecast-
ing, debt management, employee
compensation, and internal services.
Long- range financial plans are prepared
during the budget process that forecast
revenues and expenditure requirements
over a minimum of five years, to ensure
budget balancing, and to identify long-
term service and financial issues requir-
ing City Council attention.

According to City managers we interviewed,
the Office of Management and Finance
(OMF) does a very good job of forecasting
financial resources, managing the budget,
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and providing centralized financial and other
administrative services to the City Council
and City bureaus. In addition, the monthly
report on the City’s financial outlook is con-
cise and informative, and gives managers the
information they need to make mid-year
budget decisions.

While OMF makes an effort in the City bud-
get to describe Council priorities and their
relation to bureau programs, these efforts
are not viewed by many managers as par-
ticularly successful or useful.

Current financial management practices
can serve as the platform for launching a
Managing for Resultsinitiative in Portland.
Existing policies and practices could incor-
porate Managing for Resultselements pro-
viding citywide guidance. The existing
planning, budgeting, managing and re-
porting methods should be adapted and
revised to include Managing for Results
features.

CITIZEN INVOLVEMENT. The City of Port-
land has involved citizens in planning and
decision-making in a number of ways over
the years. Almost 100 neighborhood as-
sociations coordinated through the Office
of Neighborhood Involvement have been
active for decades helping improve public
safety and neighborhood livability, often
receiving special recognition for their value
in involving citizens in City decisions. The
City has also involved citizens in commu-
nity planning and resource allocation
through annual budget forums and com-
munity meetings. Although budget fo-
rums do not always generate significant
attendance, the City has consistently of-
fered opportunities to meet with citizens
after work hours at various locations
throughout the City during the budget
process.

The City has also asked citizens for their
opinions on budget priorities and service
performance over the past ten years. The
biennial Your City, Your Choice survey asks



residents to rate the relative importance of
City services to help Council make decisions
during the budget process. The annual City
Auditor Citizen Surveyasks citizen torank the
performance of services they receive. These
two surveys provide information on citizen
views that help Council budget for the fu-
ture and assess the results of service provi-
sion. Few local governments in the country
conduct both types of surveys—one to help
identify service priorities for budgeting, and
the other to assess the performance of the
services after they have been provided. Op-
portunities exist to coordinate the two sur-
veys.

Although some citizens criticize the City for
not listening hard enough, Portland’s tra-
dition of public involvement will be help-
ful in implementing Managing for Results.
For example, neighborhood associations
and budget forums can be used to obtain
citizens’ views about City service priorities
and performance expectations. Surveys
can help to understand customer satisfac-
tion and refine City goals.

PUBLIC REPORTING. The City publishes
high quality reports on its financial plans,
operating results, financial condition, and
service performance. The Adopted Budget
presents detailed information on actual and
planned revenues and expenditures for ev-
ery program in the City. It contains an over-
view of planned activities and services, and
complete budget information for both op-
erating and capital improvement purposes.
The City has been awarded the Distinguished
Budget Presentation award from the Gov-
ernmental Finance Officers Association
(GFOA) for anumber of years.

In addition, the City pro-
duces the Comprehensive
Annual Financial Report.
Thisreportcontains audited
financial statements for all
city funds and component
units, and hasreceived the

® Biennial Financial Trends December
Certificate of Achi t . .
ertiiicate o C Ie,veme,n ® Service Efforts & Accomplishments December
for Excellence in Financial o
Reporting from GFOA. The ® Portland/Multnomah Benchmarks Periodic
2002 CAFRwill be prepared © State of the City January

produced by
City of Portland

® Adopted Budget
® Comprehensive Annual Financial Report ~ December
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in accordance with new Governmental Ac-
counting Standards Board requirements and
will contain a new Management Discussion
and Analysis section and new government
wide statements that will help users better
understand the financial condition and cost
of services of the City.

For the past decade, two additional public
reports have been prepared that give citi-
zens additional information on the financial
health of the City and the performance of
City services. The biennial Financial Trends

PUBLIC REPORTS

Release date

May/June
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report provides ten year trends on various
financial indicators that provide insights on
how well the City pays its bills, balances it
budgets, and prepares for future obligations.
The annual Service Efforts and Accomplish-
mentsreport provides performance indica-
tors on the nine largest city services, com-
paring workload and service results to prior
years, six comparison cities, and to perfor-
mance goals. The report also contains the
results of the annual Citizen Survey.

The City and Multnomah County also pro-
duce an annual Benchmarksreport that pre-
sents the progressin addressing major com-
munity goals such as children’s readiness to
learn, environmental quality, and public
health and economic sufficiency. The Port-
land - Multnomah Progress Board establishes
and tracks progress toward the critical out-
comes desired by the community at large.

The Mayor prepares an annual State of the
Cityreportsummarizing the major activities
and accomplishments of the City in the prior
fiscal year. The State of the Cityreport also
presents the Mayor’s plans and objectives
for addressing City needs in the coming year.
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Portland’s experience in public reporting of-
fers opportunities for enhancements through
Managing for Resultsimplementation. For
example, the City’s four major public docu-
ments should be viewed as a set of account-
ability documents for use by citizens, elected
officials, and the media to assess the degree
to which public resources are used effi-
ciently, effectively, and in accordance with
laws and regulations:

® the Budget (financial & services plan)
©® CAFR(financial results)

© SEA(service results)

® Financial Trends (economic condition)

EVALUATION AND AUDIT. The City has
placed significant value on evaluation and
auditing for over 20 years. The Manage-
ment Analysis and Review unit prepared stud-
ies that evaluated City programs and pro-
vided recommendations forimprovement.
Many of the findings of the unit resulted in
improvements and enhancements to City
programs that last to this day.

In 1983, City Council approved and funded
anindependent performance audit function

in the Office of the City Auditor. The Audit
Services Division since that time has pro-
duced about 150 audit reports containing
recommendations forimproved program ef-
ficiency and effectiveness in every major
bureau of the City. Performance audits and
studies produced by the Division have been
recognized for their excellence several times
by national organizations.

Individual bureaus have also performed
evaluations of specific activities as needed.
The Bureau of Licenses employs auditors to
perform revenue audits of business license
fee returns and several bureaus hire audi-
tors to assess franchise fee collections, park-
ing garage fees, and accounts payable.

This infrastructure of audit and evaluation
will help provide assurance that Managing
for Results performance data produced by
bureausisreliable and free from bias or mis-
statement. Involving the City Auditorin the
collection and periodic review of bureau per-
formance data preceding the budget pro-
cess would give elected officials and citi-
zens confidence in performance informa-
tion contained in the budget.
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Building on existing efforts: Managing for Results activities currently conducted by the City

PLAN 1. Assess community values and needs @ Future Focus
2. Develop organizational vision and mission © Community Benchmarks
3. Establish long-term goals and desired results @ Council Vision Goals
4. Align department goals and objectives ® City strategic issues
5. Establish programs, strategies, & performance measures | @ Bureau strategic plans
BUDGET 1. Forecastfinancial resources ® Annual Financial Forecast & plans
2. Obtain citizen and stakeholder input ©® Budget forums
3. Setpriorities for funding ® Your City/Your Choice
4. Allocate resources to programs based on priorities ® Budget requests
5. Monitor budget and adjust ® BUMP
MANAGE 1. Acquireand organize physical and human resources @ City financial management policies
2. Directand control work efforts ® Human resource, IT, and e-government policies & plans
3. Implement plans and strategies ©® Various citywide initiatives
4. Collect performance dataand measure progress ® Bureau managementimprovement efforts
5. Adjustand revise efforts ©® Labor-management committees
REPORT 1. Evaluate and assess performance ©® Adopted Budget ® Service Efforts & Accomplishments
2. ldentify problemsand solutions © State of the City ® Consolidated Annual Financial Report
3. Communicate results to management ® Financial Trends
4. Communicate results to public ® Portland-Multnomah Benchmarks
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Address our weaknesses

Despite the City’s existing strengths, the
City needs to take action in several areas
to ensure successful adoption and imple-
mentation of Managing for Results.

CITY MISSION, GOALS, AND PRIORITIES.
The City lacks an overarching mission state-
ment and a clear set of citywide goals and
priorities. Although the City has estab-
lished various goals at Council retreats and
planning sessions over the years, these ef-
forts were not conducted in a systematic
fashion that would produce a mission
statement and enduring goals against
which to track and assess City performance
over time. Citywide goals are not clearly
aligned with the goals and objectives of
City bureaus to determine if they are com-
patible and consistent.

During our interviews with bureau man-
agement teams, the lack of clear City mis-
sion, goals, and priorities was the single
most frequently mentioned barrier to ef-
fective management. Managers expressed
frustration that City priorities are not al-
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ways clear, and it is difficult to design pro-
grams and request funding for activities
without full understanding of the major
goals of the City. Many feel they are man-
aging inavacuum,unsure if their work con-
tributes to the overall mission. Some per-
ceive that the Council reacts to short-term
or marginal issues at the expense of what
is believed to be the core functions of the
City.

A major factor contributing to the lack of a
mission statement and citywide goals is
that the City has not conducted a complete
strategic planning effort since Portland
Future Focus,a community-wide strategic
plan conducted over twelve years ago. Al-
though Future Focus was not a City strate-
gic plan, it identified a number of commu-
nity goals that were primarily the respon-
sibility of the City. Our research indicates
that successful Managing for Results ef-
forts in other states and local governments
are almost always preceded by some type
of strategic plan that involves citizens and
the government in identifying values, ser-

vice priorities, strengths and weaknesses,
and key goals for the future. Strategic
planning and goal setting is viewed as
the foundation for Managing for Re-
sults.

Beginning in November of 2001, the City
initiated a process with the Council and bu-
reau managers to identify and define the
City’s strategic issues. Several meetings
have been held to discuss critical issues
facing the City and to develop solutions to
problem areas. While this effort has many
elements related to strategic planning,
Council has expressed reluctance to en-
gage the organization and the community
in a time-consuming strategic planing ini-
tiative during the current period of finan-
cial and budget stress.

FRAMEWORK FOR BUREAU PERFOR-
MANCE MEASUREMENT. Anumber of bu-
reaus have made great strides over the years
measuring performance and evaluating ser-
vices. For example, the Bureau of Environ-
mental Services benchmarks wastewater



treatment operations against other cities ,
and the Office of Transportation collects de-
tailed information on the condition and value
of its capital assets.

However,most bureaus lack a systematic and
consistent framework for performance mea-
surement and reporting. Most City bureaus
have not developed written goals and ob-
jectives that can be evaluated against areli-
able set of performance measures. Asare-
sult, many of the measures produced by bu-
reaus are primarily based on workload, not
results, and provide limited insight on the
degree to which key program goals and
objectivesare achieved. Currently reported
measures generally provide an incomplete
picture of the performance of bureaus. (See
Appendix B for a suggested performance
measurement framework).

The most complete performance measure-
ment occurs in the nine bureaus that par-
ticipate in the annual Service Efforts and
Accomplishments report. While the SEA
report ensures that measures relate to ma-
jor bureau goals, and that reported data are

reliable, the report does not provide a clear
link to citywide goals. In addition, perfor-
mance measures in the SEA report are not
always the same as those presented in bud-
get documents because there is not an
explicit link between the budget and the
annual SEAreport.

ASPECTS OF THE BUDGET FORMAT AND
PROCESS. The City budget is the primary
vehicle for making decisions about how the
City spends tax money to accomplish goals.
However, the current format and process
does not clearly tie program spending and
staffing information to goals and objectives
or performance data. It is difficult to relate
funding levels to program strategies, service
costs, and results. Improving the formatand
process could better communicate funding
and performance information that might be
useful in resource allocation decisions, and
in demonstrating accountability for the use
of tax resources. Appendix C shows some
examples of budget formats that more
clearly communicate the relationship of pro-
gram performance and funding levels.
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Improving budgetinstructions may help pro-
vide essential information that is needed by
budget analysts and Council to assess bu-
reaus’ performance. In addition to program
staffing and spending data, requests should
contain improved workload, efficiency and
effectiveness measures that relate to pro-
gram goals; five year historical trends; tar-
gets; and benchmarks.

OMF is currently conducting an operational
review of the budget process, products, and
organizational structures to improve its effi-
ciency and effectiveness. With consulting
help from the Government Finance Officers
Association, they will analyze and make rec-
ommendations to improve workflows, staff-
ing and decision making procedures.

USING PERFORMANCE INFORMATION.
Program performance information is used
by operating managers in a number of
ways to manage and monitor operations:
assessing the condition of streets, checking
the quality of water,and monitoring reported
crime.
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However, there is little evidence that cur-
rent performance information provided in
budget submittals and performance reports
is used fully and effectively by managersand
elected officials. A key factorin demonstrat-
ing that Managing for Resultsis working will
be the degree to which available informa-
tion on performance is used for planning,
budgeting, and managing. Bureau manag-
erstold us that while they provide program
performance measures in their budgets,
they are unsure how the datais used in bud-
getanalysis, Council work sessions, or in re-
source allocation decisions.

While the SEAand other bureau performance
reports are often used by Council to inform
decisions and to provide context to policy-
making, these uses are generally informal. A
more systematic and deliberate discussion
of performance data would help Council in
setting spending priorities. In addition, de-
liberate review of bureau data during bud-
getwork sessions would help assess the de-
gree towhich bureau and City goals and ob-
jectives are being achieved.
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9.

10.
11

USES OF PERFORMANCE INFORMATION

To respond to elected officials and the public’s demands for
accountability.

To help formulate and justify budget requests and policy choices.
To help in resource allocation decisions.

To raise questions as to why outcomes are not meeting expectations
and to trigger in-depth examinations of why performance problems
(or successes) exist.

To help motivate personnel to continuing program improvements.

To formulate and monitor the performance of contractors and grantees
(performance contracting).

To provide data for ad hoc, in-depth program evaluations.

To support strategic and other long-term planning efforts (by providing
baseline information and subsequent tracking of progress towards
long-term goals).

To help identify“best practices.”
To communicate better with the public and to build public trust,

Above all, to help provide better and more efficient services to the
public.

Making Results-Based State Government Work,
The Urban Institute.




Integration: making the system work

Implementing Managing for Results in
Portland will require the integration of ex-
isting management systems, and the clari-
fication of roles and responsibilities. The fol-
lowing figures illustrate the linkage between
Managing for Resultselements and the roles
and responsibilities of various parties.

The following figure illustrates the Manag-
ing for Results process. As shown, the pro-
cess involves the four elements of Planning,
Budgeting, Managing, and Reportinginan
integrated cycle. Each stage involves sev-
eral steps but should be viewed as an inte-
grated whole contributing to achievement
of desired results. Overlaying the process
and informing decisionsis performance data
produced by programs. That is, information
on performance is used continually to
inform planning, budgeting, and man-
aging decisions.

MANAGING FOR RESULTS PROCESS

Chapter 3

MANAGING

EVALUATION &

Bureau goals

requests and

Bureau goals

PLANNING BUDGETING REPORTING
. . Evaluation &
City mission Allocate Implement reporting on
and resources and |:> program program
long-term goals approve budget strategies strategies
... from which Council and ... in order to achieve
managers develop ... targets for ...
Review budget Evaluation &

reporting of

and rogram and rogress towards
objectives progra objectives prog
evaluations bureau goals
... which guide the ...whichinturn
design of ... contribute to ...
Programs Estimate . . Evaluation &
and resources & Cltygrlljsmn reporting of
i rogress towards
performance establl_sh_ pudget long-term goals IC|> g
measures priorities ong-term goals

T

31



Managing for Results

ROLES AND RESPONSIBILITIES

The following figure illustrates the roles
and responsibilities of the various parties
in the Managing for Results process, and
the estimated frequency of their actions
(i.e., annually, on-going, periodic). Again,
the roles of each party reinforce the other
while recognizing legislative and executive
responsibilities, and providing for public
accountability.

City Council. The City Council leads Man-
aging for Results. The Council develops the
strategic plan to identify the City’s core
mission, citywide goals, and priorities. The
Council should demonstrate a commit-
ment to performance measurement by for-
mally reviewing and approving Bureau
goals and objectives to ensure bureau
goals align with overall City goals and pri-
orities.

The Council should receive regular reports
on bureau performance, and use the infor-
mation for on-going oversight and to inform
budget decisions They should review staff-
ing, spending and workload trends, as well

32

as program accomplishmentsin order to raise
questions that will help in making their re-
source decisions.

The Office of Management and Finance.
OMF'sroleis to administer and facilitate the
Managing for Results process. OMF should
design the implementation of the system,
and seek resources to update the City’s
strategic plan on a regular basis.

OMF should continue to provide financial
planning services to City Council and City
bureaus,and assume a primary role in pro-
viding guidance to bureaus to implement
the Managing for Results system. OMF
should also improve the budget format
and process to clearly show the relation-
ship between performance information
and program funding.

City bureaus. City bureaus have akey role
in implementing the Managing for Results
process. Bureaus should develop their own
mission, goals and objectives consistent with
the City strategic plan. Bureaus should also
identify relevant and reliable measures of

performance at the organizational level most
appropriate to demonstrate progress toward
goals, usually at the program level. Perfor-
mance datashould be collected and reported
forinternal and external users.

During each budget cycle, the bureaus
should review their programsin light of the
prior year’s performance and future priori-
ties of City Council. They should determine
the adequacy of the programs to achieve
City goals with available resources.

The City Auditor’s Office. The City
Auditor’s Office should periodically review
and report on the results of City programs.
The annual SEA Report should provide an
independent assessment of the degree to
which the City and its major bureaus
achieve key goals and objectives. Auditors
should also collect and periodically assess
bureau performance data to ensure mea-
sures are relevant and reliable, and conduct
selected performance audits of bureau pro-
grams.



5-10 yr

as needed

annually —

on-going
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ROLES AND RESPONSIBILITIES IN MANAGING FOR RESULTS

Office of Management
and Finance

City Council

Develop
Managing for Results
guidelines

Adopt

Managing for Results

ordinance

Develop financial
management
policies

Conduct
Strategic Plan, assisted
by OMF & Planning

Bureaus

Adopt
City mission
and goals
Review & approve Develop goals, objectives
bureau goals and & perf. measures based
objectives on City mission

Prepare
five year
financial forecasts

Communicate
annual spending
priorities to bureaus

Conduct budget
analyses for Council;
prepare budget

Review strategies,
considering program
results & resources

Review
bureau data and
allocate resources

Monitor spending
& performance;
recommend adjustments

Submit budget
request with program
results and other data

Oversight of
bureaus and City
goal results

Manage programs
and implement
strategies

Auditor’s Office

Shading indicates area of
new or increased effort.

Develop performance
measurement guidelines;
provide general training

Collect and review
bureau perf. measures;
provide training

Prepare annual
SEA report

Conduct
performance audits
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Consider the human element

Adopting and implementing a Managing for
Results approach will require behavior
changes more than new bureaucracy, re-
quirements or paperwork. In simple terms,
it will require people to think and act more
strategically, keeping in mind City goals
and desired results. Our research and dis-
cussions with City managers revealed that
the human element was as important to
success as developing a management
model to guide the process. In particular,
we believe that Managing for Results suc-
cess in Portland will depend to a large ex-
tent on gaining the commitment of our
elected officials, keeping it simple, and build-
ing the Managing for Results capacity of the
organization and its people over time.

COUNCIL COMMITMENT. Acommon con-
cernexpressed by every management team
we met was the need for City Council to
establish a limited set of citywide goals for
bureaus to address. Many felt that Council’'s
lack of commitment to a core mission was
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the most significant weakness in City gov-
ernment. Some believe that real perfor-
mance improvement will occur only when
Council places more priority on strategic
planning and begins using performance in-
formation for decision-making.

KEEPING IT SIMPLE. Another consistent
theme we heard during our meetings with
bureau management teams was the desire
to build on the strong foundations cur-
rently existing in the management of the
City. In particular,managers and mid-man-
agers we talked to cautioned against cre-
ating “a new system” that would require
another round of work requirements but
would not result in a lasting product that
would be used and accepted. Many were
cynical and frustrated with management
fads that require more work but do not
help move the organization forward. Al-
though managers were receptive to the
idea of Managing for Results, they worried
about the capacity of their organizations

to take on new work with fewer resources.
Asaconsequence, they were keen on keep-
ing what works, integrating the pieces, and
discarding what is unneeded.

BUILDING CAPACITY. Ultimately, the suc-
cess of Managing for Resultswill depend on
managers and employees taking actions to
improve the performance of the organiza-
tion. Thinking about performance with the
end results in mind will require all employ-
ees to understand what the desired results
should be. Measuring and reporting on
performance may bring more accountabil-
ity than some might feel comfortable with.
Fear of punishment or sanctions could af-
fect willingness to participate and incen-
tives to cheat. To guard against these af-
fects, the City must be willing to invest in
training, information technology, and
other assets that will help build the capac-
ity to operate and manage differently.



Managing for Results: Costs and benefits

Implementing Managing for Resultswill in-
volve some additional costs. However, be-
cause so much of performance manage-
ment s integral to what government should
already be doing, it is difficult to precisely
determine what the new cost would be.
Conversely, it is also difficult to identify the
costs associated with governing without
clear direction and without understanding if
goalsare achieved.

COSTS. We believe that some new spend-
ing will be needed in the Office of Manage-
ment and Finance, some City bureaus, and
the Office of the City Auditor to perform the
following activities:

® OMF: preparation of Managing for
Results policy guidelines and ordi-
nance — one-time

® OMF/Planning: enhancements to
the current strategic planning and
citizen involvement efforts — one-time

® OMF/bureaus/Auditor; integration
of Managing for Results principlesin
budget format and process— one-time

® Bureaus: upgradesto some bureau
data collection methods and systems—
one-time

® Auditor: training of Council, manag-
ersand employees— on-going

® Auditor: collection and audit of
performance data— on-going
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BENEFITS. Accompanying the costs of
implementing Managing for Resultswill be
benefits that hold great potential for address-
ing existing problems and improving ser-
vices to the public. Some of the benefits
were discussed in Chapter 1 of this report.
In addition, the following table provides con-
crete examples of how Managing for Results
can address some of the real concerns of
City managers and staff.
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Examples of Managing for Results benefits addressing current issues

|dentified problems/issues Potential Managing for Results benefits

® Lack of clear City mission and goals makes it difficult ® Strategic planning clarifies community values, defines the City’s
to determine if bureau programs are in alignment core mission, and establishes long-term goals to guide bureau
programs
@ Managers not clear about Council annual budget ® Annual development of Council priorities based on long-term goals
priorities causing planning difficulties improves predictability and continuity of efforts
® Clear communication to bureau managers improves planning and
budget requests
@ Bureau managers unsure how,or if, perfor- ® Performance information collected, reviewed and reported before
mance measures are used in decision-making budget process allows use throughout budget process
process ® Performance data clearly associated with budget requests used in

decision-making

@ Budget performance measures and SEA measures ® Comprehensive approach to performance measurement consoli-
appear duplicative or uncoordinated, and overlap dates measures, requiring managers to collect and report data once,
with some bureaus’ own performance reports improving quality and reducing effort

@ City currently under fiscal stress with declining ® Strategic planning and performance-based budgeting provides a
revenues and increasing demands tool to focus resources on priorities

@ Public accountability suffers if the City does not ® New reporting format improves accountability by reporting
clearly and concisely report on progress toward more relevant and reliable information to citizens and elected
citywide goals and objectives officials
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CONCLUSIONS AND RECOMMENDATIONS

The City of Portland should take steps to
maintain its reputation for effective mu-
nicipal management by adopting and
implementing Managing for Results. Al-
though the City has received well-de-
served recognition for past achievements,
other governments around the country are
taking significant actions to explicitly fo-
cus their efforts on achieving their stated
goals and objectives.Portland has a strong
foundation upon which to build a Manag-
ing for Results process but leadership is
needed by Council to clearly define City
mission and goals, and to help bureaus align
their efforts to achieve strategic priorities.

Adopting and implementing Managing for
Results will require better integration of
existing systems for Planning, Budgeting,
Managing and Reporting. The Council, bu-
reaus, and the City Auditor all play impor-
tant roles in ensuring these systems are
connected and coordinated. Most impor-
tantly, however, Managing for Results is
grounded in the use of performance infor-

mation to inform decisions, assess results,
and report on the success of City programs.
City bureaus need to improve perfor-
mance measurement so that relevant
and reliable information is available to
Council and the public. Additional guid-
ance and training will help improve the
capacity of bureaus to measure perfor-
mance.

In order to help the City of Portland improve
management and achieve goals, we recom-
mend:

1. The City Council should adopt an or-
dinance establishing a Managing for Re-
sults approach for the City of Portland.
The ordinance should describe the need,
purpose, and benefits of adopting a re-
sults-based management system, and out-
line its core elements and features. The
ordinance should direct the Office of Man-
agement and Finance to develop animple-
mentation plan using thisreportasagen-
eral guide.

Chapter 3

2. The Office of Management and Fi-
nance should ensure that the Managing
for Results implementation plan inte-
grates existing systems, strives for sim-
plicity, and provides for training. OMF
should involve bureaus and the City Audi-
tor in the design and development of pro-
cesses and ensure that sufficient time is
available to train staff and to clearly com-
municate new approaches. Fullimplemen-
tation of Managing for Results will require
several years.
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APPENDIX A:

GFOA Recommended Budget Practices — NACSLB excerpts

THE BUDGET PROCESS

The budget process consists of activities that encompass the development, implementation,
and evaluation of a plan for the provision of services and capital assets.

The mission of the budget process is to help decision makers make informed choices for the
provision of services and capital assets and to promote stakeholder participation in the deci-
sion process.

Principles and elements

The budget process consists of several broad principles that stem from the definition and
mission described above. These principles encompass many functions that cut across a gov-
ernmental organization. They reflect the fact that development of a budget is a political and
managerial process that also has financial and technical dimensions.

The principles of the budget process are shown as follows:

DEVELOP BROAD GOALS TO GUIDE GOVERNMENT DECISION MAKING
A government should have broad goals that provide overall direction for the government
and serve as a basis for decision making.
1. Assess community needs, priorities, challenges and opportunities.
2. ldentify opportunities and challenges for government services, capital assets,and man-
agement.
3. Develop and disseminate broad goals.
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DEVELOP APPROACHES TO ACHIEVE GOALS
A government should have specific policies, plans, programs, and management strategies
to define how it will achieve its long-term goals.

4. Develop financial policies.

5. Develop programmatic, operating, and capital policies and plans.

6. Develop programs and services that are consistent with policies and plans.

7. Develop management strategies.

DEVELOP A BUDGET CONSISTENT WITH APPROACHES TO ACHIEVE GOALS
Afinancial plan and budget that moves toward achievement of goals, within the constraints
of available resources, should be prepared and adopted.

8. Develop a process for preparing and adopting a budget.

9. Develop and evaluate financial options.

10. Make choices necessary to adopt a budget.

ASSESS PERFORMANCE AND MAKE ADJUSTMENTS.
Program and financial performance should be continually assessed, and adjustments made,
to encourage progress toward achieving goals.

11. Monitor, measure, and assess performance.

12. Make adjustments as needed.

A Framework for Improved State and Local Government Budgeting and
Recommended Budget Practices, National Advisory Council on State and
Local Budgeting Practice, 1997.

Adopted by reference, GFOA, Recommended Budget Practices, May 2001.



APPENDIX B:

Performance measurement approach and definitions

Government agencies are responsible for
providing quality services at a reasonable
cost, and reporting the results of their ef-
forts to elected officials and the public
they serve. To provide accountability, it is
essential that government agencies clearly
state why they exist and what they are try-
ing to achieve. Moreover, they need to
measure and report the degree to which
they are able to accomplish the goals and
objectives they have established.

Our experience with developing perfor-
mance indicators with the City’s nine larg-
est programs indicates that additional
work is needed to ensure the City’s per-
formance information is useful and reliable
for decision-making and public account-
ability. Many bureaus have had difficulty
establishing goals, objectives, and perfor-
mance indicators that provide a practical

and reliable method for monitoring and
reporting on performance.

Performance measures are derived froman
agency’s mission,goals,and objectives,and
should provide a reliable indicator of the
progress toward achieving desired results.

Performance measurement is important
because government lacks the business
community’s barometer of profit-and-loss
to gauge success. Performance measure-
ment is government’s way of determining
if it is providing a quality product at a rea-
sonable cost. It gives an accounting of per-
formance to legislative officials and the
public, and provides managers with infor-
mation to set policies, develop budgets,
and adjust organizational efforts.
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CHARACTERISTICS OF PERFORMANCE
MEASURES.. In order to be successful, a
system of performance measurement
needs to meet a set of criteria. Specifically,
performance measures should:

+ be based on goals and objectives
that relate organizational mission,
or purpose

+ measure both the efficiency and
effectiveness of programs

+ be based on what is most useful,
relevant, and valid to
management and users of this
information

* be complete, but limited in
number and complexity

+ be supported by data that is
relevant, reliable, and timely

+ be comparable to other periods,
targets, and similar programs

* be reported both internally and
publicly, and used both for
decision-making and
accountability
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TYPES OF PERFORMANCE MEASURES. In
general, there are three types of perfor-
mance measures. Each city program
should have a set of each of these, which
are linked to goals and objectives.

The three basic types of performance mea-
sures are:

« Workload (output)- This shows
the type and amount of work
effort, and the level of public
demand for the service.

« Effectiveness (outcome)- Results
measures indicate how well an
organization is achieving its public
purpose, or intended outcome.

« Efficiency- These measures are
used to assess the cost of
providing a service, often
expressed as cost per unit of
service.

Two other types of indicators are useful to
assess and understand programs: input
measures and explanatory information.

¢ Input- Input measures show the
amount of resources dedicated to
particular program or strategy.
Input measures track data such as
expenditures and staffing.

« Explanatory information- Narra-
tive about underlying factors that
may have affected performance,
including factors outside of an
agency’s control.

A good performance measurement system
allows the comparison of data in several
ways in order to provide meaning and
context to the data:

+ Trend data is needed to compare

progress over time to see
improvements or declines.

+ Targets, goals, or mandated
standards are useful to give
context to level of results.

« Comparisons to other similar
programs or jurisdictions can give
benchmarks for additional context.



The following figure provides a list of com-
monly used termsin performance measure-
ment.

The figure on the following page illustrates
the relationship of mission, goals and per-
formance measures using Portland Parks &
Recreation asan example.

Appendix B

Term Definition Sample
Mission an agency's purpose; the reason for we are dedicated to ensuring that citizens
its existence have access to leisure opportunities and to
enhancing the natural beauty of the city
Goal a general ends toward which an make recreation programs available to the
agency directs its efforts youth and elderly
Objective a measurable target for specific at least 50% of the City's youth will
action; an interim step in achieving | participate in City recreation programs
an agency's mission and goals
Strategy a detailed action step to help distribute recreation program brochures to
accomplish an agency objective all public schools in the City
Performance | a quantifiable expression of the see below
Measure amount, cost, or result of activities
indicating how well services are
provided
Effectiveness | a type of performance measure 9% of the City's youth that participate in City
Measure used to assess how well an agency recreation programs
has achieved its public purpose or
an intended outcome
Efficiency a type of performance measure the cost per hour of youth participation in
Measure used to assess an agency's cost of City recreation programs
providing services; often expressed
as cost per unit of service
Workload a type of performance measure the number of youth served by the City's
Measure used to assess the amount of work recreation programs

performed or the amount of
services rendered
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Example of relationship of mission, goals and performance measures

CITY MISSION:
...ensure the delivery of public services that promote the safety and quality of life of its citizens ...
—

CITY GOALS: |
... improved community livability, public safety,decent and affordable housing ...
[
BUREAU MISSION:
Portland Parks & Recreation is dedicated to
ENHANCING PORTLAND'S NATURAL BEAUTY and ENSURING ACCESS TO LEISURE OPPORTUNITIES

GOAL: Stewardship GOAL: Community
PRESERVE and Continually improve the
ENHANCE our parks legacy AVAILABILITY and

EFFECTIVENESS of recreation services and parks programs that benefit the community

Percent of citizens who feel the

overall quality of parks is good Percent of users who feel the overall
quality of recreation programs is good

Facility condition index rating Percent of youth who participate
in City recreation programs

Parks grounds condition rating

Percent of citizens who live near a park

Percent of citizens who feel
facilities maintenance is good

Percent of citizens who live near a
community center

Percent of citizens who feel that
park grounds maintenance is good

Percent of citizens who are satisfied with
the availability of recreation programs

EFFICIENCY MEASURES: WORKLOAD MEASURES:
Maintenance expenditures per Expenditures per hour of Number of parks and park Number of youth served
acre of developed park recreation participation acres maintained
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Selected pages from CITY OF SAN DIEGO
Annual Fiscal Year 2002 Budget

To maintain peace and order through the provisions of

police services that are of the highest quality and
responsive 1o the needs of the community. We will
contribute to the safety and security of the community
by apprehending those who commit criminal acts: by
developing partnerships to prevent, reduce, or
eliminate neighborhood problems; and by providing
police services that are fair, unbiased, judicious and
regpectful of the dignity of all individuals.
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Selected pages from CITY OF MILWAUKEE
2002 Plan and Budget Summary

2002 PLAN AND BUDGET SUMMARY
CITY OF MILWAUKEE
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Sl waker aved washe water conveyanar, and,

Support services aend Bacilities (or the Department of Pablc Works [DEW) o otber dby
dEparimints

ETRATEGSC Frmade a irarsporiabon sysiem that slegoaivly halanees the s ol mass iraestl, autiomobiles,
IS8LIES; arad other modess of trarspofation

Imgerove the rewireseseent by peducosg; solad woste i lamdFls aned nsdosng are and water pollo-
Him b Federally Teguiresd levels

lemgeruvw Bl attracctiveness and safety of neighbochoods in g way Bal mdanees e idetity of
nelghbechismis prad gitracts people o them

A regional prolikimis al & negasnal lieved st of o local livel

INITIATIVIES  Work wigh ihe state and county governments on major transpeciation proecs, including ihe
FORZOOZ:  Siath Sireel Yilucr Pk Bast Frseway, and SMarguette nierchangs.

Campnlislpte: thi Porestry, Fuojldings and Flevd arad Sarstabion Dyisioms o an Cperations [Hvi-
shon

I plare tha oby's lelephore syt

BACHGRCUND i i

The Dispartment of PMublbic Woeks was created

= 1FIE Whik the departmel’s ativiies Drpanmen of Pusiic Werks Opstalvg Bucdpsts
feve vl through the yeans, the organ- oo YW e S e W B A T 1
wabonal stricture basically  remalnesd e

changed el 199 As i resilt of Bhe sirabe P, P TS e B R P TSPae r £ SR PPl [P |
i planndng prooves, e 1996 budgel ne- W

strurtmmd Bw Department of Pubbe Wi T

o the ol bowing divisions: !i

& Sidmindsirabiee Services Diwisiomn ! .

®  Puildings and Flet Divesion; l

& Fomslry Division —

#  Inirastruchese Sereios Division; o |

a  Samrabumn Diveseon; al |

o Waler Works D shon ; .:-I S WEE P TEN TR TEST THN PSS DO DN o
e 007 PLAN AN BLGE T SemsiFT
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DEPARTMENT 0F PUSLIT WORKS

DEPARTMENT OF PLELID RS

The XU} budged inclides a hather netnacuring
ooresdidaling the Fursstry, Sanitation and Duildings
and Flowl Dévisions o a single Ogsrrations Thyision
This will help o increase opemmting eificences while
matrlaining service lveks

The operating and mainienance budget escludieg
Hhae Wateer Wenks sl Parkivg funds, fie DPW oper-
aiwg, divisions (im real dollarsg bas incressed by only
5% simae 1991 Howewsr DIMYS Dudiger Beis in-
rregsid by TR % strew 10 Mpst af recent sncreases
can be atiribanied o wage and salary setthements,
L rtasand Buinading Hor ouspesnt neplacvmeiil aull oe

wpuipmersd maindenance anld pepain. The kel of
Tunadivg, provideal s the Departoent il Pubdlc Works
ahmensirates thit cily’s commitmimd b dileraeg
qquality public services 8o the communiky,

With the creation of the Operaticrs Dinveson, T
will ipcus on achicvieg reductions in operating
b gt pl. by chamgrgg Bl services e cepairémemi
provides, bul by changing the way il provides sere-
ios. Improvid eificiency, bete atilisdion of wch-
nolegey, arall new weays of doing business are nesclel]
i ko the Gepartmeni b reduce crsis whike main-
Lainint gerv i kvads.

DB.JECTIVES

Tu Bl oo i edsoctivess, (e 3000 gt fise thae
Dypartment of Pabe Works opsswiing chivisons
includi= eperating and mainienance funding intalieg
agrproseruledy SIR Linillion, &l il haderal grail
hunatirg tetaling spprocerately $36.2 million, anid
capimal funding betaling spproaimately S84.5 millioe
Appeusasslely S22 sallicn in stale sl fnderal aid
willl b prrowlidid in 2002 for ity Infraatrotime mesds
L acbdition, the Wabker Works 20T budget swludis
S0 Y prollon in operating funds, seed $15.1 muliion in
capiial hareds.  The Parking Puned's 202 badzet n-
chules approsssaiddy $351 mulln . speraloog
fursds and X000 in capital funds, The 202 Sewer
Fund budget inchides approsimately 5258 million in
operativg furads, anal $17.4 mallion in capital funds,

Taiet 1 shurers e proventage of DA s fending allo-
cated boeach of jis obpedives Aggegale funding
kevids o eachi DMWY obgective s inclodid - i e
imstenme imcdicator and jursfirg: tabde at the end of
ihis serthonn L 2000, all JHvisions poovsded iew pen
gram resull measures for thes programs.  Inomihi-
Hin. =mme new ouloeme edioaors were cperied,
I ludiing Peductiom of citigen cosplinis feganlivg
the copafigion of boulevards and mastaining oty
choanlinees o misssnned By e Phoomesirk e
D il conttiorrs b wonrh om i eloping saaiing-
ful data-driven oulcome measures far all of 1= ehyee-
U b oedisr o enalsle podicymabens o aalys: peo
pram socoess,  Dilailind dlescriptions of raSnidyal
nijectives, ncloding comopme bistory, activities. anid
luralivg, levels ane indludiad in esch Eason's sum-
mary',

OUTCOME ININCATORS AND FUNDING

Tabde 1
Parcarcags al OPW Fending by Thiscitee
[Pl bl
[rwicny e FLEILY
Erar bl Sriinen LN
Pl e drra 17
Pl ]
P Wary Corsemn L & o]
[P ) LETL T
Plresi | g ey wewd Piamprm i N
Ty Librrs il 10
Sne avmi o ol 1T
(& e R i
Fedym L 1w
Tl kioricimey 1
[edbssnd Spcad e P
G P Fedoaran iM%
WaTaL 18,
ACTWITIEE

Deegign musrsenacee. and mepale of 200 bridpes

= Nainternanee of T30 ofly -owned boildings
Dhrwigen, coomsbruction, dmd mairtenanoe of sineets,
sewrern, walter faclities, allevs sidewnlbs, amd
Lridges

s Mainterunce of oty trees, boulevands pliy-
prommecs, o puarking lois

& Chpllecton mrad dispeal ol garbage and operabon
o e clby mecvling gerogram

& hnow sl ke codniro| ono oy stress

s Design, comsinpction, and mairdenance of ihe
stevwt dind alley lghting syslem

& Tratiic conired through deshgn, regulition, aml
bl ey slnse

1M - T
Eaparenca Huedgni FrogcEon
Objectie 1: Pubiic Way Govilibos
Creltoates IBGiCHIGT  SVesl Paasiment Condimon e a0 LR 120
Allgy Gondion ladan. s Ja T
Fuidimag vy Sadags
Camiibeg  §I0.TIEEEE PEmas 10 TS ETE
ol T S04 4EE: 4306212 15,3511 TER
Guwer (1RG4 FE] 0 ERLN HTAL AT
Tokml:  EPRAQIIA daT R EM BRE e Gy
Objeding I Briigm Con oo
Osicoms ngicriar  Parcenmags of beivges. rred atove & LT LIRS s
Canhil b Al ol 80
Fumiiag by Seirse:
Crpeiaig BE 128 B0 Rl E] 151155 TES
Cepinl = 2 B 30 28T 1B
Geaaet®  E3E3T000) [T D00 (LR L]
Ll B 2l EIREL P 1 Tan b
Objedlng 1 Hlwel Lafils dvd Rayprainds
CHeltoires IRECHaT  Peicidnags ol M nesbng IES Qs B B B B
wlarldi
Citann salafactizn rting far Hig B0 0" 1 O
T B
Fundieg by Source:
Dpmawang BRSAT 0 B B0 P42 BN 4B
Capaw bl ed (R Tixaa 168
iri L [0} [P .l [}
Woimd: F11.5K 21 TI35EE M2 R1Z5r4 315
Qbjectam d: Cir Gresn Specs
Delcors kdicelzr Purcorfiage ol pevag projects His o s
rea king in trem Barders 8 leasr S feai
-
PRI Rl il [T BIjEcH Hi& o0 N
Pl KR i Db b B e T8 i
i
Funmrq by Sedircs
g & L 80
Cagdal o a o
e LI 1] 1] om
Nomal | § L &0

* Il 1 el i QR0 TP 9 werki T 08 @ el |l

N FLAN AND BUDGET BLAmULRY e

D002 PLAN aND BUTHIET Soamdair

EIE]
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DEPARTMENT (F Pl WEIREE | iNFRASTRIC TLWE SERWCES il

lesferal el st granis amd sl which together oone
sibibe TLL%S of Gndrastruchese Semsvices fotal capdlal
el Ohher saroes of fumling mchsle specal
assrssmieres and mevEwe. Sounoss ol capital finding
v shidren in Fahuee 1

Alibwugh the Infsmstnecme. Sorvios Divisiom s
oeven o sipreicant anummnt of graed amd anl, these

funds ape used primarily for tvo capetal progmees
Bl Mart Briclge Progeam aiml B sla- el Rl
aided Maor Strest Improvements Program, Grani
el alid funehs coesdituie T35% of the brickge program
ared TS of B sbrad prognem, wnabling e <ily b
preserve arad masngain fs strert el bridge systeme,
crilical componenis of the evemall Infrasimicin &
e,

DPFW DBJECTIVE 1

Ensumi that the surface tsan Pgure

provvigdes 2 safe, altzactive, and  efficien)
means b malpkalm the ecomomic vikaly of
Ihe city, complemsent land use developssenl,
serva (e menks of e Dusisess casmimuitity,
dmed pureserve residents” qualigy of life,

CUTCOE HISTORY [ae page 175}

Muary of the BEnasirociune Services Division s
actrribees and desigred o improve the condi-
fomn o the city’s surface poblic ways (primar-
iy stroets aed alleyel  Actvitas. inchide Fe
suriacing o e 5 H

curb and gurier. and conetnating new siress
de parl of nedenbal, o sal, ol il
irial cewelopment. The A budpet includes

Conditiaon Raling of Local Sinesis

DADE PRAN JOJF LENE dds Q04 AEES 70OV ARAR RRIED

Fa e (meay

S102 million In aperallng hesds and 5328
millin i capital and grant Fonds ior s
mjectire.  Operating funde include approsimately
BH1 million e lndectnaciune. 528 million e O
wrabons, el SEMLUENA]D for Aadmimsizsteme  Infee-
sircture's budget indudes $H.6 million in capiial
amf 5176 million m granl funding.  This keyvel of
funabarg will pave Zho miles of arterial, oollevtor and
Incal streets, and 2577 mibes of alleys

Wainfarirg male ared efficiend surface pablic ways
furnishes nesadents with aooess (o employment. goods
aral e, and alss prevides 4 wine for boearesses
I brarepeort goods o iher cistommers. The ojectie
b mmasinnd through o Pavemesd Cadey Indes
(PO which rates stroet corabiSors on g scale of 2 o
10 bwesesil upon visaal obseraations, hisinoc records,
dl  medeleiotive bebing om0 hiodeneskleitlial
Alrept=

Ire JTHAL thae ety bewld i consuliant i collact mew dala
and upadaie the Povement Management Administa-
Hon Dutalvee. Flgane T sepresnls B meiwly ool
lecteed ot Infrastructume Sendees will necalibrate

e Favement Managemest Ackmimstration Sodbwane
b utiliee this new dals

PO raterggs e caliudaiel for been general strvnd cole-
porks docals and collectonsy anterials. Each cotegory
B s minimum dcovgialddes POL A sating Bulow. the
mardmaem msdcabes fhat the sireel mequires rehabili-
Lation oF fecoretntion. Minkmum aoeplede ratigs
pargy froem 40 for Tocal strets e 35 Tor onll-
borsfarterials.  The saimemmem PO el dor collks-
oS arterals & Bigher wm that of focal streeis. e
caier of Bhwir grator isgeorbawy i proveding dooes
o goods el services, and smplovment. In 3640 e
average PO rabing wins 64 for lical stests. The si-
jondr of local sireets, A7A%, ae mied abore ihe
il PO amad 7 6% ane rated above 200

Enfrastruriure Servioes hes slan: onflecies] data 0 de-
vidop a smilar conadition imdes (o evaluale the con-
ity of alley pavemen). Infwdtnactune Servoes will
gt el bed g gainasd from working on the Stroet
Faveimiord  klanageimed Fregeas in monilor the

yuabity of b riby's alley syshem

Figure 1

OF# DBJECTIVE 2

GEFANTAENT OF FLELC WOWRS - (WFRAS THLUT TLWE SESWLES 8000

Provide sale and efficlent  [nfrasirucisn:
sysiims by maisdaining 81% of bridges a8
enndation rateng gresder Ehism 50 in HHO

DUTCONE HISTORY [see page 175

Fus puart of s elforts ooprovide saife sl offs-
et peblic ways, Infnstnaton Servioes
Eevlsdon opera e and malnkbaoms she cliy's X6
bradges. The prarposs if Bwe Beidge program
i v presere anid masgain & briglge svséem
tharl meets dhe meeds ol ibe diy, ensones the
Bty of swslorists and providis foe sffaen
mmement of vehicles, poople, ond commsdi-
tiess. The 302 operating bodget Indlodes total

heenleng of 551 millis for this oljective, in-
rludirg funiding of 5.7 sellion m Infrastec-

e Servioe’s budgel. STEGMD 0 Adminsiraiive
Servas, arll 513 milliom in Opeeatore: Thatie 5 al
4.7 millkmn tm copotal e grant famding allocaisd for
s oindective

Thae slivistoen meesgnes the congitiom of brifes using
i sulficlency comdition ratirg rangiog from @ o 14
Fatirigs are cuimluctind avery B v oy -
iy phovsical bridpe sadety inspeciions, o 200,
B3E of ihe raind bridges had 3 suffickency miing
atwrcy 5 A Figuer 3 shives, sinoe 19549 Bekdge con-
dibaen eabergs henve improssd, madsating the division
i= maininimieg: brdzes ol a salisiciory kevel

=  [fridge Beoomstroction Progrom

& Dridge repalf and walnlsance

#  Operation of the oifs movable bridae sysiem,
Ictuslinng ol vperdigs

PROGRAM CHANGES

As & rel ol elickencles gaimed i e Bl'hlgtl'- Aliln=
e and Dypsition ansa, o vacasd Bridge and lros
Painier Supervisr position & elimmalsl The duties
of this position will Fe assumisd by the Belilge Main-
menaice haagers aesl Brid g lrosmorkes.

CAMTAL IMPROVERENTS

The Irfrastrociure Servioes DHvision  manages e
mafor beidge progrom. which finances bridge neha-
Bilitabin, amal mvenstrucion  beprinements. This
progreen ublilezes state, ooy, aral (ederal grved

Funds m omfer o minimize B oby's costs, 1y AN
ST million In ciy funding Fas been budigceted oo
ghis ulgwtne, I addilion. 56 millien in stabe aml
el ] i for varioss bricdge prokscis & provaded,

OFW OBJECTIVE 1

Madrain thet hvabilily of Sty neighboioods by
erwuring thal 94% of chroste meed 1ES EHghling
skandardss tn 301

QUTCONE HISTORY [soe page 175)

Thae purpse ol B Iifretsuctone Servios Dividos's
street Bghbingg prosgram is I provide residents with

FOOE PLAN NG BUCKIET SLMAMARY iFE]

aral secund neighlborhoods by poviding &
sle ancl meliable lighting svstem.  Thae 30003 budpget
irecldes operating funding of 553 miliion for this
clplive, imclading 368 millcn in Infrsiruciuee
Services [Rvisiom's Tesipet, $170000 m Aclministra-
tive Bervices. and 513 million in Operations, 1 ad-
chtion, 573 il in capilal horalmg is prasvidal

T
LD FEAN AND DUDGET SLHMASY m
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summary of the plan

Strategic Goals and Objectives

Strategic Goals

The foliywireg goalks have besm denbified as beirsvilal o the cormmuniby and Ehe Councl

Outcomes

4 Commanity Cohesicn and Wellbzing
Prarvide o fscikbate the delnery of services and oppartuntes n oroer toenhance
v salely, heakh &hd welHbaig of Chndlchurch peoolé:

B Ezanamic Dendlapment
Fosler opopituntss far aatenabie afonomic devel ooment in arer bo generaie
empiopmnent and ecoemee and enfance the guslity ol Ife af ab resdenis

€ Emwironmental Sustainabiiey
Conserse gnd where practicabie restang the natural ermaronment snd devdonithe
Bl emeranment i arbance the distinct charsctar af Chrstchuich & mdsormise
i bty of Bfe lor current and Fulling genersbiong

Processesy
wich wie el ar Fave DUl m place ba ek defiver the ouloomes
0 Demscratic GoviTaaaor
Frowide migh quakty {ongultatvee lepdership and advecaly Lo gngue tht
Creistchurch residenis achieve their desired oulcomes
E  Essential Infrastruchene
fainiarn and maprove The physical and serace infrastnaciuee of the oy norder 1o
denenle wadlh, Bromote hiealth dnd sately, reouce hadards and laolfate socisl
CEROOrTunities.
F  Financial Stewardship
Maintain an as=et snd imeEsment base snd ensore thal approprabe levels of
incame malch cortrmiiments 10 expenddue in onder io Suppoid long Ers goals

2003 CCC Financial Plan

G

Treaty of Watasgi and Cultural Diversy
Respedt e url oue poskian of iangats wheras and vakse Ehe conmrioution of al

pecokes in Cheisichurch

Strategic Objectives for each of these goals follow,

A Community Cohesion and Well-being
Thie City Coundil will erfance communty cobssion and sk Thisigh

all

o

pAEMIET opooturties o resickents 1o participete o Baming snd lesue

actisibes by

*  providng sccens bo books and other infamalien Bvough the oly's pablc
ibranes

*  FUDEEnG pnd proraciing vl nd perToImang 4

+  faoltatng education and learning copomunites especialy preschools snd
peE-CImpkay Met schiviks

v acdvocling Iof dually presion of educaticn and tramra gl all leseis

SUrengiien i Cormrsunilies Dy

* fumded @l SUPEOTnnG CoMPRursly e, ERdinapls ana Comenurly
oiganisatians

* retiating and suppothng communiy dewsonment projects

*  faolisting collsborstion Bebwenen public, privebe snd communty agences

g aling For Sn equlpkie ahaee of Panoeal idLouices

# DTS RO e rsendi Of BO0El AN IRCDmE EUEEGIT TR i 808 L B
et FEsidents needs and alow e 1D pahcgale @ the e of he
comneeby

& wisrling Wwith cominiingy Soues, ivemment sgencies and oiher lindeg
bodes 1o address key areas of socal need.
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summary of the plan
Strategic Goals and Objectives
A1 Conbribeitireg to sale and henkiny IFeskibes by L1 Mansging our impac an the emaronment in order to
«  pramsting and protecting Fealth standeeds = erbancesir quality in the cEy
* peacieeg parks, festredls Bl reCrEson s BSiTe serces & EROTETT (TS M e P ESOLFCES
* EUEEHNTing Sl Feln milinthes B [EAETTRE wEr cpualEy in sresns B e
+  achmmting for Quslity health and disatility servces *  maiminin produdion potential of fekie soils
*  supporting chime reduction and pubic ssfety initistves " minETESE Erasion
«  providird alfandstle housing Tor hose an lowe oomes 2 Ensunng thal the developsent and redeeslopment o T bedl| envronment
A CEaraing, grofeching and moteasred understanding al culum | Jreriny by o EMMANCES [he uredied Gasines of the oy paruculany the  physacal
* EARROITING A rarae: of arts, Tesiamls and £enis Chan Clenstics sach as the parks Jcens srertank and Culklings
= faciialing thee cultws | exoression of  thnic and cutursl graups ' peovides hor aocessiDie working and lesune actieRies ard taciilies
*  necogniing the unigue role of tansata whenus = oifers s range af desrebie resicenbal choces.
AS - Ertiunnd 1l the needs and ssgirabors ol childrem, voulfy, elderty and peoole i Sl ales econoiic Sty
wall HiSATANDES are DREn o aCComnt M &l Courdil acinalies, o CAEaEES e e Iral s 1ok &5 The Neart of 1he Ciy
¢ grhances hesith and sofety.
B Economic Development £3  Proteciing sgnificant natural festungs of the physical emdionment (such s the
T Ciby Council, recognsing that aoonoma: growen s not an erd in sl bt @ means 1o Part Hills and the eshuary], open spsces snd lndscape dements, natye habitst
acheve socisl goak, will &l easystame, Sgnelicant Dusloings i siles anhd olher teanga
1  Fester Droadbssed sEtirabe eoonomic develapement that generabes neal C4  Pooevedling. effacied g of piveucyl esources, an inoiesse in recycing and
Enpiaymeni, income and w0d| opoourslies far 4l rendens msteiial recowery, ANE A Euction of waste.
BY  Creale dn e erameiih 1l @i oursdss b ipnise, inoyifan afvd deven sl £S5  Minmising the nsks fram-esrhqusie, flood. fee and other naboral bazsrds.
Al et RS ANATECHNG T HES BN MINrFetEs DA s PO EC0nMIC SevEdieEdit
B3 Creabe an emaranment inwhich busiresses Hourish D Democratic Governance
B4 Support the contritation the pubbc, privale and sohimary seciors maie (o the The City Counci will feciitabe democr stic gowernance for the resicents of Christchurnch oy
iocal econamy and promote coopeiatian witfen ahd between thess sectors b1 Cresting and mantsining mechanisms for ohzens' parfiopetian in dedsian
ma ey and podcy dealapimen
€ Environmental Sustainability D8 Protectag the nghts of Ml otizens
The City Councl will egnirbute bo Chrstchurchy's emarsnmental suslainstdiby throush: 03 Developns Orpsssacton refanits 5t o, remenal nabong ang reemsabicesl
19 9003 CCC Financial Plan
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sunmary nf the lufmt

Strategic Goals and Objectives

lewel which will delver positive autcomes for the people of Chnistoiech.

0d Prowadery leacderthip and achvooacy i parinersho o willy poblbe privabe shd
WOl U Sl wa il S e T2 STy 'S INTE eSS Are ref Mo ned m regson o sl
ralional eecsions.

0% Devsooing atar, cost-eifective regulshary fram ssaork which peobects hesith snd
safety, martnirs emaranmerntal dandsrds, and promofes business and socis
opporiunilies.

E Essential Infrastructure
Thee Caunol wall impnoe amd Sustasn essentusl infrastiuchor e senndes witich sl
E1 Ensure hagh quankby wtdites Peater supply, seaerase, and wishe and stormvater
manpaementy maet the reasonsble cerdoe demandes of resicents af efficient
prices.
EZ Deveon a network al roads, cpcieweys, Toobeays dnd passerger transoorl to
pravice beth lor perional mobify snd the neech of commerce and industry,
E3  Denan pioscisl oanhanoe e rOrimEnisl wred SO0 00 Gt s nat ity andoihers s
avod ormitigale, where possibie, adverseetecs ol both natuml andbechmologeal
tazardk on peopie, property and the erviranment.
Ed4 ‘Where poasibole réodsmiae and repofl on socul, efmianmental shd ecoramic
impacts and Benefils

F Financial Stewardship
The: Comndil ‘sl praciss: aood fnancial Slewandship by
F1  Appbang financal polcies which maintan or entance e value af thie Council s
asset Dase
P2 Enmuring that financisl assets, st ibes snd cash flows are susismabisinthelong
berm

2003 CLC Financial Plan

A

Fd

Operating under socounbing proosdines which

*  gie consalert walh Semetally accepied &Scounbng practice

*pomply @ 8 respecs wilh exnernal Fnanog | repomed reouiersenng

*  gnutie the true costs of goodt and serdcet [ oduced 1 b determined.
fainiaining 8 controling imenest in those Bading activiles wisere itis crkcal that
thiegare maraged inaway that fiss regand, not only to commiencs reguinements,
bl abse 0 wder sooal and econcmic obyectives

E3eranng i Tumbcleed A oflr§rsd Syenem el b #nitured Pl Coune s sirvl el arg
accezsbile b al resdentn

Agseiswhezher programmees and aciisvilies ore schieving the desingd outoomes
in the mest ettective, efficient and financaly prudent manner

Continuing 1o improwe eficiency i he ddreery al Cauncl acinilies ahd
EIOgrammes &l measiming The value oreated theough effciency gens

G Treaty of Waitangi and Cultural Diversity
That Councd will recosrige the Treaty of ‘Wakar and volse cutunl desirsty thigugh
&1 Pratecting the righis ol {angets whenus undes the Treaty of ‘Waitang

G Maintaining mulualy acceptable coreUtAbon Drocedures wih the tansata

e

53 Cormadenng and prateciing the asprations of il peaple in & The glanring and

chehiny GF all Councl acimly

For an scton disgram of the stratesic soals and cjectives, e page 15
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Housing

Cost of Proposed Services
Bochzet B0010F
Het Comt Cipepradicnal Durtparts
]
{1,683, BOEH Ekderly Persont Houseg
[ L) Trust Howsng
a0 Chynier Cocubsed Honsed
n4n a1 Pubibc Remial Hausires
(54018 Genetal Mousing
T4 Tenancy and SUpEait Seraoes Policy
TR TLATEY Het Com of Service

pl'.an's for customer service activities

Budget $003H703
Casts LARer Internal Recoweries] Revenue kg Cost
B 5 L
+ 136,268 (41,430, BOG] (1,694,539)
40,17 [Ee, DG 141,873)
L] 31,5100 1,588
1,711,258 [, 908 B0 [eT 541
e [ 34, BOG) A5
85,405 (4,000 1495
T A0, 215 A AT 00 (3, Crl, 385)
—_— ——— —_—

bl The aberss Dol &F Sevece SHEEme=] ns sy @ copreriafinn prosas o Q005 of S5E Odb ansl ih D00 00 of TH& O0
The showe Comi of Sefeice SIRmemast Jo nokicdes on imema’ berdos Prodier sarpian wiooamon for B0 108 of (V4,130 sed &S00S of (108 7]

Projected Cost of Service 2003404 (2 1aT 45y

Projected Cost of Service B004,/08 {2154 T43y

B001/08 Capltal Dwtputs 200903

4 -

.000 Renewals and Replac envenis 1348, 500

1060, 100 Assel Improvements EEEI00

480000 Mes Axsets 1053 Lo

1,724,100 T 0%, 500

T .
Hature and Scope

= 110 compl e o Chrsichuch
= PR rentEl unis

Sources of Funding

e

= Tree Councl sen shaees housng “pannesehips” wiih M YW0A, Home and Family
Socety, Beckennam Communby Housing Trust, REchmond Felosshieo, Srepping
Slones Trust snd Hga Wahine Toasl Dhroosh the powsion ol afordable

+  The masrity of Coundl housing & either bedsit or sing ke beckoom wikh & imiées sccommodalion manezed Sy these v,

numiber of baa, theee and four bedroom units.

»  Same of ihe larger complexes hase comemurity ounges.

2003 CCC Financial Plan

& Thee Councl g g "socil Bnicnd” Fac o 1enant SupCet polcy wisich includes e
oo of B Eonal/ recreaticnal programme

o3




APPENDIX D:
Bibliography

“ASPA Council Sanctions,Funds New Performance-Management
Center’}PATimes,American Society for Public Administration,
January 1997

Accountability for Performance, David N. Ammons, ICMA, 1995

Municipal Benchmarks, David N. Ammons, 1996

Resource Guide for Business Planning, City of Austin, Texas, March 1999

“Grading the Cities, A Management Report Card’ Governing
Magazine, Katherine Barrett and Richard Greene, February 2000

“Grading the States 2001, A Management Report Card’ Governing
Magazine, Katherine Barrett and Richard Greene, February 2001

“Performance Phobia’ Governing Magazine Katherine Barrett and
Richard Greene, May 1999

“Linking Strategy and Performance: Developments in the New
Zealand Public Sector’, Journal of Policy Analysis and Management,
Jonathan Boston and June Pallot, 1997

Getting Results, Jack Brizius & Michael Campbell, Council of Governers’
Policy Advisors, 1991

Moving toward Managing for Results, Office of the Auditor General,
Canada, 1997

Managing for Results, 2000: Annual Report to Parliament, President
of the Treasury Board of Canada

Getting Government Right: Governing for Canadians,Treasury Board
of Canada, February 1997

Results for Canadians: A Management Framework for the
Government of Canada, Treasury Board of Canada

A Handbook for Developing Key Business Unit Scorecards and
Business Plans, City of Charlotte, N.C., March 2002

Management: Tasks, Responsibilities, Practices, Peter F.Drucker, 1974

“Onward and Upward: GFOA's Performance Management Initiative’
Jeffrey L.Esser,Government Finance Officers Association, April 2002

D-1



Managing for Results

Fairfax County Manages for Results: A Guide to Advanced
Performance Measurement,Fairfax County,Va.,2001

“An Overview of Performance Measurement,” Richard Fischer; printed
in Public Managementin 1994 and reprinted by the ICMA Center for
Performance Measurement

Recommended Practices for State and Local Governments,
Government Finance Officers Association, May 2001

“Managing for Results in the Cities:Innovative Practices’;Government
Performance Project, Maxwell School of Citizenship and Public
Affairs, Syracuse University,March 2000

State and Local Government Case Studies on Use and the Effects of
Using Performance Measures for Budgeting, Management, and
Reporting, Governmental Accounting Standards Board on Compact
Disk, April 2000

Service Efforts and Accomplishment Reporting, Concepts Statement
No. 2 of GASB, 1994

“Eleven Ways to Make Performance Measurement More Useful to
Public Managers,” Harry Hatry, Craig Gerhart, Martha Marshall; printed
in Public Managementin 1994 and reprinted by the ICMA Center for
Performance Measurement

How Effective are your Community Services?, Harry P. Hatry, et al,
The Urban Institute, ICMA, 1992

“Using Performance Measures for Budgeting: A New Beat, or Is It the
Same Old Tune?; New Directions for Evaluation,Philip G.Joyce, Fall
1997

“Promoting the Utilization of Performance Measures in Public
Organizations: An Empirical Study of Factors Affecting Adoption and
Implementation’Patria de Lancer Julnes and Marc Holzner, Public
Administration Review,November/December 2001

“What is Managing for Results?;ASPA Online Columns,John
Kamensky, July 27,2001

“The Global Revolution in Public Management: Driving Themes,
Missing Links’ Journal of Policy Analysis and Management, Donald F.
Kettl, 1997

Implementing Performance Measurement in Government, Joni L.
Leithe, Government Finance Officers Association, 1997

“Strategic Management in Government: Extending the Reform Model
in New Zealand’ Alex Matheson, Gerald Scanlan and Ross Tanner,
State Services Commission, New Zealand

The Rise and Fall of Strategic Planning,Henry Mintzberg, 1994

Missouri Integrated Strategic Planning: Model and Guidelines, State of
Missouri, December 1999



The Three Rs of Performance: Core concepts for planning,
measurement, and management, Steve Montague, 1997

Creating Public Value: Strategic Management in Government, Mark H.
Moore, 1995

“The State of the States in MFR’, Learning Paper Series, Donald P.
Moynihan, Government Performance Project

A Brief Guide for Performance Measurement in Local Government,
National Center for Public Productivity, Rutgers University, 1997

Balancing Measures: Best Practices in Performance Management,
National Partnership for Reinventing Government, August 1999

From Red Tape to Results: Creating a Government that Works Better
and Costs Less,National Performance Review, September 1993

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

Performance Measure Guidelines, Oregon Progress Board, February
2002

“Strategic Management in the Public Sector: Concepts, Models, and
Processes’, Public Productivity and Management Review,Theodore H.
Poister and Gregory D. Streib, March 1999

AppendixD

Creating a Culture of Innovation: 10 Lessons from America’s Best Run
City,Price WaterhouseCoopers,January 2001

Instructions for Preparing Agency Strategic Plans for Fiscal Years
2003-07, State of Texas, Governor’s Office of Budget and Planning,
March 2002

“The Dual Potentialities of Performance Measurement: The Case of
the Social Security Administration’ Public Productivity and
Management Review,James R.Thompson, March 2000

Managing for Results: Analytic Challenges in Measuring Performance,
United States General Accounting Office, May 1997

Measuring Up, Jonathan Walters, 1998

“Performance-Driven Government:Using Measures to Manage’,
Governing Magazine, Jonathan Walters, January 2000

“Clarifying Goals,Reporting Results’; New Directions for Evaluation,
Joseph S.Wholey and Kathryn E.Newcomer,Fall 1997

“Performance-Based Management:Responding to the Challenges’,
Public Productivity and Management Review,Joseph H.Wholey



Managing for Results

D-4



