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Using Performance 
Information

Examples from Utah

• Agencies submit performance 
information with budgets

• Balanced Scorecard

• LFA adds to COBI and briefs

• Legislators ask questions

Legislative Fiscal Analyst 

LFA 

• Legislators ask questions 



Legislative Fiscal Analyst 2

Agencies Submit with Budgets
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Balanced Scorecard

Department of Technology Services
Balanced Scorecard

Reporting Period: 5/15/2010 (April 2010)

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

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

Customer satisfaction with DTS 1 4.20 4.60 4.60 monthly Ongoing Help Desk customer satsfaction metrics (surveys are sent to all customers 
upon submission of Help Desk ticket).

Infrastructure Uptime 2 90% 85.88% 83.16% monthly Number of days w ith no infrastructure outages. Products include:  Netw ork, Wireless, 
Voice Telephony Netw ork, Email System, PDAs, Security, Data Center, Remedy.

DTS Productivity 1 55% 57.78% 56.81% quarterly DTS activities are defined as discretionary  (new  application, new  services, etc.) and 
non-discretionary  (break-f ixes, maintenance, etc.) use of resources.  The current 
target for this metric is 55% non-discretionary use of DTS resources. Ultimately, the 
target for DTS w ill be 40%.

Enterprise Optimization:  Provide service our customers expect with innovation and value (see SLA tab for detail information on each Agency)
Service Level Agreements:  Application 
Availability target achieved

1 99% 99.69% 99.82% monthly IT Directors report the availability of key agency business applications.

Service Level Agreements:  Total Time to 
Resolution target achieved

1 75% 92.76% 92.45% monthly Reported through Remedy - Identif ies the average time to resolve customer's issue.

Infrastructure Optimization:  Strive for operational excellence that includes streamlining organizational processes
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Service Level Agreements:  Time to Initial 
Response target achieved

1 75% 87.37% 87.16% monthly Reported through Remedy - Identif ies the average time to respond to customer's need.

Service Level Agreements:  First Contact 
Resolution target achieved

3 75% 45.37% 44.86% monthly Reported through Remedy - Identif ies percentage of customer's issues that are 
resolved w ith f irst point of contact. 

DTS Interaction with Agency Business Leaders 1 100% 100.00% 100.00% monthly IT Directors meet w ith Agency Business Leaders monthly.

Procurement - Number of Days to Process 
Customer Order

2 4.00 5.00 4.00 monthly Reported through Remedy - Based on medians days from Purchase Request date to 
Order Submitted to Vendor Date

Change Management - Monitor and Track 
Changes to minimize impact to customers

3 15% 20.49% 15.38% monthly Number of Change Management Requests that are Emergency or Expedited (submitted 
w ithin 2 w eeks of required service)

Projects on-time 2 100% 92.83% 92.14% monthly Activities w ithin projects are on time:  298 of Total 321 Projects

Projects within budget 1 100% 98.75% 97.80% monthly Activities w ithin projects are w ithin budget:  317 of Total 321 Projects
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LFA Inserts into COBI and Briefs

68.00%

Percent of Monthly Current Support Paid

60.00%

62.00%

64.00%

66.00%
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FY 2004 FY 2005 FY 2006 FY 2007 FY 2008 FY 2009

Target 61.0% 62.0% 63.0% 64.0% 65.0% 65.0%
National Average 59.0% 59.9% 60.4% 61.2% 61.9%
Actual 59.8% 61.4% 63.6% 64.9% 65.7% 63.1%

54.00%

56.00%

58.00%

Legislators Ask Questions

• Helps ask the right questions

• Helps public understand

• Helps legislators hold agencies 
accountable

• Helps legislators decide on the right
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Helps legislators decide on the right 
corrective actions
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Questions for New Programs

• What is the mission of the program?

• What outcome indicators will be used to 
track results?

• What are the current baselines?

• What are the targets?
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What are the targets?

• When are the benefits expected?

• Who loses and who wins?

Example: New Mexico
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Example: New Mexico
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Questions?

LFA Goal Associated Services Measures Targets 
1 Promptly answer a A staff of nerds a Number of days a Less than 90 days

• 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

1. Promptly answer 
all legislative 
questions 

a. A staff of nerds a. Number of days 
needed to answer 
legislative 
questions 

a. Less than 90 days 
per question 
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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.


