
LOCAL GOVERNMENT 
PERFORMANCE MANAGEMENT

A Snapshot



Characteristics of effective 
performance management

• Specific (What exactly should the program   
achieve?)

• Measurable (How will you know if you’ve met 
the objectives?)

• Achievable (Can objectives be met, given
available resources?)

• Relevant (Are the resulting data going to 
help you manage?)

• Time-bound (What is the timeline for achieving 
your objectives?)



Consider a suite of metrics
Sample Performance Measures: Facility Maintenance

Input Expenditures and staffing for custodial maintenance and repair

Output Square footage maintained; number of emergency and nonemergency 
repairs completed

Efficiency Ratio of square footage maintained per full‐time employee; expenditure per 
square foot; utility usage (BTUs) per square foot.  (Make sure you’re not 
being efficient just by underfunding the activity – look at outcomes too)

Intermediate 
Outcome

Percentage of emergency work requests completed within 2 hours

Outcome Are you achieving strategic goals? Satisfaction with the quality or timeliness 
of custodial services

Description Civic Center is a LEED‐certified facility open 16 hours/day, and includes 
courthouse, library, theater, and food court.  Custodial is provided via 
contract.  Facility users include other county residents (average 220/day).

At different 
levels

How do these relate to organizational, team, and individual goals?



Data quality

• Don’t assume that all data are accurate -
Engage in regular data cleaning, auditing, and 
follow-up discussions

• Respect normal variation
• Data dictionaries ensure year-to-year consistent 

definitions and clear lines of responsibility
• Network with benchmark jurisdictions around 

comparison data



Dry, technical data (parts per billion)?

• Number of days of boil-water orders
• Number of days of pool closures
• Percentage of residents affected
• Duration of service outages

Do you communicate steady 
performance?

…or perspective?



Include narrative and graphics



Questions?

Visit: 
icma.org/topics/performance-management 
or contact gyoung@icma.org


