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Examples from Utah

e Agencies submit performance
information with budgets

e Balanced Scorecard

e LFA adds to COBI and briefs
e Legislators ask questions

Legislative Fiscal Analyst
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- Agencies Submn

Form No. 351 Fiscal Year. 2010
100 Cept of Administradve Sendces

Performance Measures Invantory
Prepare separats forma for aach program

Mame: DAS Fleet Operations Motor Fool

Moet Recsnt Period
Meazura Titls | Dascription Purpoge of Maasure Vs Coverad
1 |Venicie Unger-utiization | Venicies with less than 625 mies / tolal vehickes leasad from OFC 16.43 [FY 2008
- - " e = Percentage of venicies that are less than 5,000 miles overdus for PM serdces or are less =
2 |Venicie "Complance” Percentage for PM's and Recals than a0 days for 3 recal. £9.22(FY 2009
3 |Average tull ease vehicle cost per mile | Awerage tull lease vehicle cost per mile 0.26 |7 2008
4 |Average nyond ful lease vaniciz cos: per mile Average nyord full lease wanicle cost per mile 0.37 7y 2002
[ altached fis{s)
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Department of Technology Services

Balanced Scorecard ‘,yr D T S
Reporting Period: 5/15/2010 (April 2010)

BERARTMENT OF

Mission Statement: Bringing value and innovation to Utah through service and technology

NOLOGY BERve

Contacts: J. Stephen Fletcher, Director - 801-538-1758  Dan Frei, Finance Director 801-538-3459

Key Indicators Status. Trend Target | Current | Previous [Frequency| Metric Definition

Infrastructure Optimization: Strive for operational excellence thal includes streamlining rocesses

[Customer satisfaction with DTS 2.60 monthly |Ongoing Help Desk customer satsfaction metrics (surveys are sent to all Customers
upon subirission of Help Desk ticket).

infrastructure Uptime [y 50% 85.88% | 83.16% | monthly |Number of days wilh no Iirasuucture outages. Products nclude: Netw ork, Wireless,
Voice Telephony Netw ork, Email System, PDAs, Security, Data Center, Remedy.

DTS Productivity T 55% 57.78% | 56.81% | quarterly |DTS aciviles are defined as discretionary (new applcalion, new services, eic.) and

non-discretionary (break-fixes, maintenance, etc.) use of resources. The current
target for this metric is 55% non-discretionary use of DTS resources. Utimately, the
target for DTS will be 40%.

[Enterprise Optimization: Provide service our customers expect with innovation and value (see SLA tab for detail information on each Agency)

[Senice Level Agreements: Application 99.69% | 99.82% | monthly | Drectors report the avaiabilty of key agency business applications..
|Availability target achieved

Senice Level Agreements: Total Time to
[Resolution target achieved

92.45% | monthly |Reported through Remedy - ientilies the average e [0 [esove Customer's Ssue.

[Senice Level Agreements: Time to Initial T 75% 87.37% | 87.16% | monthly |Reported through Remedy - ientifes the average ime (o respond to Customer's need,
[Response target achieved

[Senice Lewvel Agreements: First Contact * 75% 45.37% 44.86% ‘monthly |Reported through Remedy - Identifies percentage of customer's issues that are
[Resolution target achieved resolved with first point of contact.

[DTS Interaction with Agency Business Leaders - 100% | 100.00% | 100.00% | monthly |7 Drectors meetwith Agency Business Leaders monthly.

[Procurement - Number of Days to Process + 4.00 5.00 4.00 monthly |Reported through Remedy - Based on medians days from Purchase Request date to
Customer Order (Order Submitted to Vendor Date:

[Change Management - Monitor and Track T 15% 20.49% | 15.38% | monthly |Number of Change Management Requests thal are Emergency or Expedied (submitied
[Changes to minimize impact to customers within 2 weeks of required service)

[Projects on-time T 100% | 92.83% | 92.14% | monthly |Actviies within projects are on tme: 298 of Total 321 Projects

[Projects within budget T 100% | 98.75% | 97.80% | monthly |Actviies wihin profcts are w thin budget. 317 of Total 321 ProRcts
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LFA Inserts mto COBI and Bnefsif_g
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Percent of Monthly Current Support Paid
68.00%

66.00%

. %’

62.00%

- ,7/ /

58.00%

56.00%

54.00%
FY 2004 FY 2005 FY 2006 FY 2007 FY 2008 FY 2009
[==Target 61.0% 620% 630% 64.0% 65.0% 65.0%
| == National Average 50.0% 59.9% 60.4% 612% 61.9% L F A
[ =emActual 50.8% 6L4% 63.6% 64.9% 65.7% 63.1%
L
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e Helps ask the right questions
e Helps public understand

e Helps legislators hold agencies
accountable

e Helps legislators decide on the right
corrective actions

Legislative Fiscal Analyst



~ Questions for New Programs |

e What is the mission of the program?

e What outcome indicators will be used to
track results?

e What are the current baselines?

e What are the targets?

e When are the benefits expected?

e Who loses and who wins?
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Exaﬂgmi)le:NewwMéxi

Other Intrnl Sve

General State Funds/Inter- Federal
Item Fund Funds Agency Trnss Funds Total|Target
who are employed in the first quarter after the exit gquarter 1774
(b) Outcome: Percent of Workforce Investment Act diszlocated workers

receiving workforce devslopment services whe are smployed
in the first guarter after the exit guarter 274
(¢} Outcome: Percentage of youth participantz who are in employment or

enrclled in postsecondary education or advanced traiming in

the first gquarter after the exit gquarter 7z
(d) Output-: Percent of =ligible unemployment insurance elaime izzued a

determination within twenty-one dayes from the date of claim a0z
(g} Output-: Percent of adult Workforce Inwestment Act participants

employed in both the second and third gquarter following the
exit quarter T2%
(£} Qutput: Percent of Workforce Investment Act diszlocated worker

participants employed in both the sscond and third quarter

following the exit quarter a0
(g} Cutput: Average unemployment insurance call cemter wait time to
reach an agsnt, in minutss <5
[ Ll / \
Appropriations Act
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- Example: New Mexico
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Performance Report Card

Woarkforce Solutions Department
Fiscal Year 2009, 4th Quarter

Performance Overview: This is Workforce Solutions Department’s second year reporting on key
quarterly performance measures. The department’s new measures align with the department’s goals and
stem from required federal performance measures. Further work is needed in the Workforce Transition
Services Program to incorporate goals for other key programs, such as At-Risk Youth and Veteran

Programs, and performance measures for Local Workforce Development Boards.
Worlkforce Transition Budget: FIE: FY08 FY0o , FY09
Services Program 195583 3485 | Acmal | Target | 9 Q3 Q| ppgua | Rating
"Total mumber of mdividuals receiving services fough the - N
1| pablic modh fores vsiems 13340 | 8600 | 3298 | 533 | Eso6 | Eses | @D
cipants receiving services throngh fhe
public work force system who ate enyployed in the Erst 6% 83% 3% 86% 85% 85% >
quarter after the exit quarter®
Parcent of dislocated workers teceiving workforce
3 | development services who have entered employment within 24% 86% 3% 88% 88% 88% asy
one quarter of leavin:
4 1% 1% 61% 5% 66% 66% 4
5 90% 2% 88% 90% 92% 92% e
exit quarter®
Parcent of Warkfarce Tuvastment Act didocated wozker
6 | paticipants ensployed in the third quartsr following the exit | 92.9% 5% | s1sw | e2% 93% 93% sy
quarter®
Parcent of eligible unemployment mmurancs claims that will
be 2 determination within twenty-ons days fom the NA 7% 9% 86% 80% 80% Y
Jaim*
snemployment muance call center wait e to y
3 eimte WA 5 3 4 20 0 TR
s racms served by the labor market services wa | 150000 | 62639 | 99348 | 134831 | 134831 | L FA
progam
Program Rating 6 Y -
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~ Questions? 3

LFA Goal Associated Services | Measures Targets
1. Promptly answer | a. A staff of nerds a. Number of days a. Lessthan 90 days
all legislative needed to answer per question
questions legislative
guestions

e The LFA has a target of less than 90 days to
answer all questions. Please fax your question
to 801-538-1692 and we will respond within 90
days. After achieving this high standard we will
give ourselves a “green” score. Complaints
may be directed to Danny Schoenfeld.
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