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Why do we measure performance?
 It indicates service delivery efficiency and 

quality.
 Used to identify trends which may 

highlight the need for or benefit of a 
change.

 Provides comparative data with 
neighboring cities; this enforces when we 
are doing things right, identifies areas for 
improvement and shows us who we may 
want to emulate.

 Coupled with the results of our Citizen 
Satisfaction Survey we have the necessary 
information for making the best decisions. 



How does it help?

 If you don’t measure, it won’t change.
 We all like to be successful, measures are 

identifiable goals, each small goal we 
achieve yields success.

 Related to success are bragging rights, 
friendly competition with our neighbors 
improves each organization. 

 Results are easy to communicate to the 
public making communication of how well 
we serve concrete vs. abstract.



Overview of ICMA Program
 Data is collected by staff for most recent 

year
 Data is entered in ICMA format to ensure 

consistency of reporting and measures
 ICMA reviews data for irregularities and 

may request clarification of reporting 
agency

 Standard measures are provided in excel 
format for all participating agencies

 Data & Graphs can be customized by local 
agency to suit needs 



What Are Our Goals?

Short Term (by 2015)- 90% or more of performance 
measures better than the national average (As of 
2010- 75% were better than the national average)

Long Term (by 2018)- all performance measures 
better than the national average. 



8.87

14.44

18.34

28.52

33.8134.99

42.12
44.06
46.91

64.09

83.25

115.32

0 50 100 150
Miami-Dade County FL

Snellville GA¹
Columbia TN¹

Johnson City TN
Suwanee GA
Lakeland TN¹

Mc Allen TX
Monterey CA¹
Mahomet IL¹

Mason MI¹
Kirkwood MO

Monroe OH
Rancho Cordova CA¹

Lunenburg MA¹
Dallas TX

Sioux City IA
Richmond Heights MO

Albany OR
Andover MA¹
Richland WA

Harrisonville MO 2011
Lake Mills WI¹

Weslaco TX
Mankato MN

Dartmouth MA¹
White House TN

Portland OR
Fort Collins CO

Collinsville IL
Farmers Branch TX
University Park TX

Fort Lauderdale FL¹

*Total Building Permits Issued Per 1,000 Population



72

169

217
228
254

349

721

1,231

2,221

3,675

0 1,000 2,000 3,000 4,000 5,000 6,000
Lakeland TN¹

Durango CO
Pleasant Hill MO

Peoria County IL
Lake County IL

Lunenburg MA¹
Suwanee GA

Salisbury MD¹

Loveland OH
Bowling Green KY

Columbia MO
Richland WA

Accomack County VA¹

Hopkinton MA¹
Mahomet IL¹

Concord CA
Decatur GA

Coventry CT¹

O’Fallon MO¹
Cartersville GA

Doral FL
Mankato MN

Floyd County GA

Mesa AZ
Phoenix AZ

Wichita KS
Granby CT¹

Ramsey MN¹
Scottsdale AZ

Sugar Land TX¹

Fort Collins CO
Crestwood MO¹

Plano TX
Fairfax County VA

*Permits Issued Per FTE

Median



288

344

456

685

1,536

1,922

2,092

3,891

Pleasant Hill MO
White House TN

Harrisonville- 2010
Durango CO

Harrisonville- 2009
Bowling Green KY
Oklahoma City OK

Harrisonville- 2011
La Vista NE
Wichita KS

Mc Allen TX
Williamsburg VA

Howard WI
Shorewood IL

Dublin OH
Mankato MN
Kirkwood MO

Mesa AZ
Columbia MO

Phoenix AZ
Fairfield OH
Casper WY

Coral Springs FL
Bernalillo County NM

Bedford MA
Kansas City MO

Prince William County VA
Average

Peoria County IL
Corvallis OR

Sahuarita AZ
Rock Hill SC
Portland OR
Sioux City IA

Alpharetta GA
Farmers Branch TX
University Park TX

Grandview MO
Midland MI

Dallas TX
Fort Collins CO

Plano TX
Peoria AZ

*Average # Of Inspections Per Year Per FTE



$54

$213

$228

$366

$401

$518
$715

$0 $100 $200 $300 $400 $500 $600 $700 $800

Casper WY
Bedford MA

Sioux City IA
Portland OR

Grandview MO
Decatur GA

Farmers Branch TX
Peoria AZ

Mankato MN
Peoria County IL

Mc Allen TX
Corvallis OR

Howard WI
Worthington OH

Average
Kirkwood MO
Columbia MO
Sahuarita AZ

Bowling Green KY
Crystal Lake IL

Harrisonville- 2011
Durango CO

Harrisonville- 2010
Lake County IL

Miami-Dade County FL
Harrisonville- 2009

Pleasant Hill MO

*Average Cost Per Permit Issuance



0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100% 110% 120% 130%

Peoria County IL
Miami-Dade County FL

Portland OR
Corvallis OR*
Collinsville IL

Albany OR
Portsmouth VA

DeLand FL
Dallas TX

Fairfax County VA
Mesa AZ

Rock Hill SC
Shawnee KS

Henderson NV
Arlington TX

Mankato MN
Kansas City MO
Lake County IL

Mc Allen TX
Peoria AZ

Hamilton OH
Tacoma WA

Sioux City IA
Wichita KS

Coral Springs FL
League City TX
Scottsdale AZ

Loveland OH
Shorewood IL

Average
Auburn AL

Casa Grande AZ
Lakewood WA

Richland WA
Elk Grove CA

Woodbury MN
Sahuarita AZ*

Casper WY
Worthington OH

Chesterfield County VA
Doral FL

Phoenix AZ
Farmers Branch TX

Plano TX
Fairfield OH

University Park TX
Bowling Green KY

Smyrna GA
Howard WI
Decatur GA
Monroe OH

Upper Arlington OH
Clayton MO

Dublin OH
Cartersville GA
Alpharetta GA
Grandview MO
Fort Collins CO

Harrisonville-2011
Harrisonville- 2010

Highland Park IL
Queen Creek AZ

Starkville MS
Raymore MO
Durango CO

State College PA
Aurora CO

Bedford MA
Harrisonville-2009

Surprise AZ
Leawood KS

*Percent of Code Enforcement Cases Resolved Through Voluntary and Forced 
Compliance

Percent of cases resolved through
voluntary compliance

Percent of cases resolved through
forced compliance



10.0

12.4
13.7

19.0

25.4

0 25 50 75 100 125

Starkville MS
State College PA

Sioux City IA
West Carrollton OH

Fort Collins CO
Elk Grove CA

Montgomery OH
Harrisonville- 2011

Mesa AZ
La Vista NE

Mankato MN
Woodbury MN

Howard WI*
Grandview MO

Olathe KS
Worthington OH

Monroe OH
Arlington TX

Plano TX
Cartersville GA

Mc Allen TX
Raymore MO

White House TN
Highland Park IL

Decatur GA
Richland WA^

Portsmouth VA
Chesterfield County VA

Farmers Branch TX
Casper WY*

Peoria AZ
University Park TX

Average
San Antonio TX

Bowling Green KY
Fairfield OH

Dallas TX
Casa Grande AZ

Miami-Dade County FL
Queen Creek AZ

Smyrna GA
Coral Springs FL

Portland OR
Dublin OH

Tacoma WA
Peoria County IL

Eugene OR
League City TX
Sahuarita AZ*
Lake County IL

Corvallis OR*
Albany OR*^

*Average Number of Days From Nuisance Case Inspection to Voluntary 
Compliance



$2.72

$6.72
$7.07

$10.18

$11.22
$11.45

$12.15
$12.34

$0 $10 $20 $30 $40

Piqua OH
Suwanee GA

Johnson City TN
Worthington OH

Chesterfield County VA
Peoria County IL

Corvallis OR
Germantown TN

Sioux City IA
Shorewood IL

Lake County IL
Weslaco TX

Oklahoma City OK
Fairfield OH

Sarasota County FL
Sylvania OH

Dublin OH
Concord CA

Plano TX
Portsmouth VA

Arlington TX
Cedar Rapids IA

Scottsdale AZ
Cartersville GA

Queen Creek AZ
Rock Hill SC
Tacoma WA

Kansas City MO
Harrisonville- 2011
Harrisonville- 2009

Savannah GA
Farmers Branch TX

White House TN

*Code Enforcement Expenditures Per Capita



1.5%

2.8%
3.0%

3.7%

5.7%
6.0%

9.7%
10.3%

0% 5% 10% 15%
Piqua OH

West Chester PA
Loveland OH
Mankato MN

Queen Creek AZ
Bedford MA

Pleasant Hill MO
Oklahoma City OK

Hamilton OH
Sioux City IA

Midland MI
Germantown TN

Phoenix AZ
University Park TX

Woodbury MN
Worthington OH

Port of San Diego CA#
West Carrollton OH

Tacoma WA
Concord CA

Alpharetta GA
Harrisonville- 2011

Upper Merion Township PA
Bernalillo County NM

Sparks NV
State College PA

Sylvania Township OH
Bellevue WA

Austin TX
Sahuarita AZ

Clayton MO
Plano TX

Fairfax County VA
Dublin OH

Elk Grove CA
Highland Park IL

Fairfield OH
Wichita KS

Fort Collins CO
Scottsdale AZ
Richmond VA

Farmers Branch TX
Kirkwood MO

Lakewood WA
Upper Arlington OH

Grandview MO
Auburn AL

Arlington TX
Shawnee KS

Albany OR
Richmond Heights MO

Collinsville IL
Eugene OR
Smyrna GA

Cedar Rapids IA
Shorewood IL

Johnson City TN
Average

Bowling Green KY
Mesa AZ

Mc Allen TX
Suwanee GA
Rock Hill SC
Surprise AZ

Prince William County VA
Lake County IL

Dallas TX
Peoria County IL+

Corvallis OR
Casper WY

Sarasota County FL
Olathe KS

Westerville OH
White House TN

Harrisonville- 2009
Williamsburg VA
Casa Grande AZ

Peoria AZ
Park City UT

Doral FL
Chesterfield County VA

Harrisonvile- 2010
Lynnwood WA

Durango CO
Raymore MO

Kennesaw GA
Los Alamos County NM

League City TX
Starkville MS
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Summary
•Building permit issuance per capita is just above average;  
permit issuance and inspections per FTE are well below 
average but are trending up;  costs on a per  building 
permit basis are well above average but trending down;  
code compliance percentages are well above average; 
number of days from inspection to compliance is well 
below average; code enforcement costs per capita are well 
above average but trending down 

•Employee turnover rates are well below average; use of 
sick leave moved to above average due to long term 
illnesses in 2011 (will remain high in 2012 for the same 
reason); evaluations continue to be completed timely; 
grievances/appeals remain well below average;  overtime 
expense as a percent of wages has moved from above 
average to below average during the past three years.



Summary
•Workstations per employee are well below average; 
this leads to lower IT expenses as a percentage of 
budget.  Expense per work station is also well below 
average, this number will fluctuate year to year due to 
capital investment being included.

•Parks and Recreation staffing levels are well above 
average due to the extensive recreation facilities and 
park land owned by the City; park land per 1,000 
people is also well above average.  Net revenue has 
trended down over the past three years going from 
above average to below average, this is a positive 
indicator that more of the expense associated with 
these services are being paid by those who utilize 
them.



Are We Reaching Our Short-term 
Goal of > 90% of Performance 
Measures Better Than National 
Average?

Of the 17 Performance Measures included in Part 1 
we have 11 that are better than the national average, 
or 65%
In 2010 we were at 65% (11 of 17) for this same 
group, we haven’t reached our goal yet but our 
trends are moving us closer to reaching our goal.


