CITY OF VAUGHAN

EXTRACT FROM COUNCIL MEETING MINUTES OF DECEMBER 10, 2013

Iltem 1, Report No. 6, of the Priorities and Key Initiatives Committee, which was adopted without
amendment by the Council of the City of Vaughan on December 10, 2013.

1

VAUGHAN VISION 2020 UPDATE ON PERFORMANCE MEASURES

The Priorities and Key Initiatives Committee recommends:

1)

2)

That Attachment 1 - Proposed Strategic Performance Measures, in the report of the
Commissioner of Strategic and Corporate Services, dated November 25, 2013, be received
for further review and consideration; and

That the presentation and Communication C1, presentation material titled “Vaughan
Vision 2020, Strategic Planning Update on Performance Measures and Dashboard”, dated
November 25, 2013, be received.

Recommendation

The Commissioner of Strategic and Corporate Services in consultation with the Senior
Management Team, and Senior staff recommends:

1. That the presentation be received; and

2. That Attachment 1 Proposed Strategic Performance Measures, be approved for further
review and consideration.

Contribution to Sustainability

Overall corporate sustainability is dependent on the ability to continuously measure and monitor
performance of the identified and appropriate business functions. This report introduces a number
of key performance measures that contribute to the City’s ability assess its progress in achieving
sustainability. The indicators are also linked to the development of a performance measurement
dashboard that will be used to present the identified measures and the City's progress to citizens
and other stakeholders.

Economic Impact

N/A

Communications Plan

Upon Council approval, the proposed strategic performance measures will be further reviewed
through a focus group comprised of public members as well as further discussions with senior
staff. The final performance measures will be incorporated into the new Performance Measures
Dashboard to be developed early in 2014. Once completed, the performance measures
dashboard will be accessible on the City's website.

Purpose

A strategic priority initiative identified by Council is to “further evolve performance indicators”,
helping to achieve the strategic theme of ensuring a high performing organization under the goal
of Organizational Excellence. The purpose of this report is to update Council on the work done
with respect to further evolving performance indicators including an update on the operational and
strategic measures developed and the Corporate Performance Measurement Dashboard system
to monitor and report on the indicators.
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In accordance with a results-oriented government, stakeholders in the organization need to be
familiar with the desired results and priority outcomes of the Vaughan Vision 2020 Strategic Plan.
Employees need to be aware of their unique role in achieving these results and the City must be
accountable to citizens to communicate what has been achieved and areas for improvement.

In procuring and implementing a performance management system, the City will be able to
capture and manage performance data across all departments, develop executive performance
tracking and reporting with respect to the Vaughan Vision 2020 Strategic Plan goals and
outcomes, and support results based business planning.

Background — Performance Measures

An integral part of any strategic plan framework is the ability to measure strategic goal attainment
in order to quantitatively evaluate how successful the organization is at attaining its strategic
goals, themes and overarching vision.

Performance measurement is an ongoing process of collecting data and key indicators that
measure progress towards achieving themes in the strategic planning process. Performance
measurement focuses employee’s attention towards what matters most; harmonizing efforts and
increasing efficiency. Analyzing trends in data collected over time reveals progress made and can
serve as an important indicator of the quality of management. The City will use trends in data to
compare itself over time, as well as benchmark against other municipalities (where and as
appropriate).

Historically, at the City this initiative has been approached incrementally. Operational
performance measures have been identified in departmental business plans for the past five
years. A key first step in this initiative was to review and revise the current departmental
measures as well as develop strategic measures (aimed at measuring our VV2020 goals and
themes). The overarching goal was to develop and implement a comprehensive performance
measurement framework to evaluate success in achieving the Vaughan Vision 2020 strategic
plan.

Prior to developing new measures, staff identified the need to further define the strategic goals
and themes as an essential step in obtaining organizational clarity and a common understanding
of the Vaughan Vision 2020 strategic plan components. This was an initial step in the
development and implementation of the performance measurement system. Council approved
the City’s Vaughan Vision 2020 strategic plan, including refined wording and definitions for the
strategic goals and themes at the March 2013 PKI Committee meeting. The common
understanding established by the definitions was an important step and facilitated staff to develop
new proposed performance indicators.

A consultant was retained to assist staff with the development of the new performance measures.
As part of the process, the consultant introduced the conceptual underpinning of many public
sector performance measurement systems should include three types of metrics: Efficiency,
Service Quality and Effectiveness. Efficiency is most often related to cost effectiveness. In
performance measurement, the ratio of total input to useful output or outcome is referred to as
“efficiency”. Effectiveness is related to how the service level meets the demands of citizens. An
effort is effective if it is adequate to accomplish a purpose and produces the intended or expected
results. Service quality indicators relate to how satisfied citizens and customers are; how
accurately a service is provided; and/or how timely a service is provided.

Upon the consultant’s review of the City's performance measures during the initial stages of the
process, it was concluded that the City’'s measures were primarily workload statistics or data that
was easy to collect, with few measures of efficiency. There were very few service quality and
effectiveness measures.
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Through the Corporate Performance Measurement Steering Committee meetings carried out in
spring / summer 2013, departments streamlined existing metrics and developed new metrics
based on best practices and research. While it is important to measure and track performance via
performance measures, it should be emphasized that many aspects of achievement and progress
are not immediately measureable, if measureable at all. Departments ensured that metrics
selected were not chosen because of their immediate measurability or simplicity to collect, but
instead for their value as a good indicator. Furthermore, departments worked to select meaningful
metrics that offered more than mere workload statistics.

Departments also looked at metrics used in other municipalities and selected measures
applicable to Vaughan's operations.

As a result, departments drafted measures for each of Efficiency, Effectiveness, and Service
Quality. Measures have also been separated into Management indicators and Dashboard
indicators, of which the latter will be displayed on the public-facing Dashboard. The management
indicators will be used internally to further review business practices and departmental
successes/limitations.

The dashboard indicators are the front-facing measures and will be further confirmed through
discussions with the public. The outward facing dashboard will present what the public would like
to see measured (where applicable) in a user friendly manner.

Many municipalities have tried to implement a comprehensive performance measurement system
but few have been successful. Some municipalities have developed performance measures at
the operational level however very few have developed high level strategic measures directly
linked with measuring the success and accomplishment of specific strategic initiatives, strategic
goals and supporting themes. This proposed performance measurement system will be unique
for the City in that it will be populated with the identified performance measures at both the
operational and strategic level.

As presented in Attachment 1, there are three strategic goals: Service Excellence, Organizational
Excellence and Staff Excellence. Under each of these goals are a number of themes which
provide a more defined scope for the goals. Each of the themes are supported by a proposed
series of performance measures.

The series of performance measures identified for each theme were developed in recognition that
each theme cannot be measured by one performance measure alone, rather a collection of
performance measures or an index of measures. To measure the success of a strategic theme in
VV2020, the Corporate Performance Measurement Steering Committee reviewed and identified a
series of operational performance measures (identified to support existing departmental business
plans). As a collection of performance measures, the indicators would present the success of a
strategic theme.

Performance Measurement Dashboard

All of the measurement information approved will be integrated into a comprehensive
performance measurement dashboard system which will allow decision makers at all levels of the
organization to evaluate their current performance and to communicate quantifiably
organizational success. The final dashboard will present both the operational and strategic
measures.

A dashboard is a visual display of the most important information needed to achieve one or more
themes; consolidated and arranged on a single screen so the information can be monitored at a
glance. It is a performance tool used to organize and display key performance information. The
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City is acquiring performance management software that assists senior management in tracking
and managing their individual, business plan, and Vaughan Vision 2020 Strategic Plan
performance themes by helping to manage the execution of supporting strategies, tasks and
activities. The dashboard will allow departments to identify areas of strength and correct negative
trends, and provide performance information in support of the City’s budget priorities.

The software will provide an automated, integrated method of capturing and displaying City
performance measurement data, including:

. the ability to fully present all information currently available from performance reports,

) the ability to allow performance data entry to be more automated through interfaces to
existing systems as well having data input directly,

. the ability to provide performance information in support of the City’s budget priorities,
and

) the ability to publish to the web and show varying levels of performance.

The dashboard evaluates performance by comparing actual performance measures to
established targets, evaluating the completion of initiatives supporting the achievement of targets,
and by providing graphical indicators of performance and related targets. The dashboard will
have a user-friendly interface and provide proactive management indicators using red, yellow,
and green colours and graphics to alert and inform managers of department progress. The
selected dashboard will be intuitive to use and easy to maintain, with minimal required technical
support, and will allow for flexible report formats.

The public-facing aspect of the dashboard presents measures of success to the public and
stakeholders, measured by the strategic themes identified under the goals, including:

Service Excellence - Service levels that meet citizen needs
¢ Demonstrate Excellence In Service Delivery
e Promote Community Safety, Health, & Wellness
e Lead & Promote Environmental Sustainability
e Preserve Our Heritage & Support Diversity, Arts & Culture

Organizational Excellence - High performance through continuous improvement
e Ensure a High Performing Organization.
e Manage Corporate Assets
e Ensure Financial Sustainability
e Manage Growth and Economic Well Being

Staff Excellence
e Demonstrate Effective Leadership
Value & Encourage a Highly Motivated and Engaged Workforce
Attract, Retain, & Promote Skilled Staff
Support the Professional Development of Staff

Attachment 1 presents the proposed strategic measures that have been drafted to date for
inclusion in the Performance Measurement Dashboard.

Review of the Proposed Performance Measures

As the development of the performance measurement dashboard progresses, the performance
measures will be further reviewed by residents and staff through engaging workshops and focus
groups to ensure that the correct measures are being presented and that the dashboard
measures meet the desired needs of the Council and their constituents.
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This consultation process will further confirm that the information presented resonates with, and is
understood by citizens and that the dashboard will meet the desired outcomes of the City of
Vaughan.

Relationship to Vaughan Vision 2020/Strategic Plan

The performance measures are an integral part of the Vaughan Vision 2020 strategic plan. The
strategic performance measures and supporting dashboard will assist in measuring progress of
the initiatives and demonstrating success in meeting the themes and overarching goals presented
in VV2020, including Staff Excellence, Organizational Excellence and Service Excellence. This
success will be presented and readily accessible to the residents, Council and staff throughout
the City of Vaughan.

Regional Implications

N/A
Conclusion

This report recommends proposed strategic performance measures for further review and
inclusion in the corporate performance measurement dashboard.

Attachment
Attachment 1- Proposed Strategic Performance Measures

Report prepared by:

Christina Bruce
Strategic Planning Business Analyst

(A copy of the attachments referred to in the foregoing have been forwarded to each Member of Council
and a copy thereof is also on file in the office of the City Clerk.)



