
Performance Management 
Training

Operations Excellence Office



Icebreaker – 5 minutes

• Walk around the room, mingle, introduce yourselves, and find people 
who match the traits on the card

• Write the persons name on the box they match
• You cannot write the same name for more than one box
• The first 3 people to fill five boxes across, down, or diagonal must yell 

"Bingo!" 



Learning Goals

• At the end of the training you should be able to…
• Understand how departmental performance measures & 

objectives fit into the strategic plan
• Understand 3 step methodology for performance process
• Build objectives & performance measures
• Analyze graphs and data to tell your story or make decisions



Strategic Plan & Department 
Alignment
At the end of the training you should be able to…
• Understand how departmental performance measures & 

objectives fit into the strategic plan



What is the Strategic Plan?

• Tool used by the county to 
ensure that we are doing the 
right things to meet the needs of 
the community

• Helps move the county forward 
towards the strategic plan goals



Where did the Strategic Plan come from?

2012 20182014 - 2015

20172013 2020

Executive leadership 
team developed plan 

and was refined by 
public input

Strategic Plan was 
adopted by the 

Bernalillo County 
Commission

Reaffirmed by the 
Commission

Presented to County 
Management to 

reaffirm the plan and 
launch webpages

Presenting Strategic Plan 
to the Commission to 

reaffirm

Presented 
Performance Recap

2021-2022
Continue developing and 

adding performance 
measures and objectives





Strategic Plan Goals















Why it’s important 

Budget Book
GFOA Requirement/Bond 

Rating

ICMA Performance 
Management
Industry Standard

Transparency & 
Accountability 

Public Webpages

Internal 
Management Tool
Measuring What Matters
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What does this mean for departments?

• Ground up approach
• Emphasize why the 

measure is important 
• Align measures to a 

strategic plan goal
• Drive with a business 

strategy in mind



Strategic 
Plan Goals
Strategic 

Plan Goals

DepartmentDepartment

ObjectivesObjectives Performance 
Measures

Performance 
Measures

Public SafetyPublic Safety

Fire & 
Rescue
Fire & 
Rescue

O173: Update 
fire code

O173: Update 
fire code

P137: Respond 
to emergent calls 

within 10 
minutes

P137: Respond 
to emergent calls 

within 10 
minutes

Business Strategy Increased Efficiency





Performance Management 
Process
At the end of the training you should be able to…
• Understand 3 step methodology for performance process



Performance Management Process

1. Build 
Foundation

2. Develop 
Framework

3. Analyze & 
Review 

Performance



Step 1 - Build Foundation

• Why do we exist? (Mission)
• Core purpose
• Short

• What do we do? (Services)
• Tie directly to performance 

measures

MissionMission

Services 
by 

Section

Services 
by 

Section

Services 
by 

Section

Services 
by 

Section



What does the 
community want to 

know about the 
department?

What would the 
department like the 

community to know?
What does the 

department want to 
learn about itself?

Measuring What 
Matters



What does the 
community want to 

know about the 
department?

What would the 
department like the 

community to know?

What does the 
department want to 
learn about itself?

Activity 1 - Measuring What Matters

Get into your groups and use the worksheet to 
come up with 3 performance measures or 
objectives that answers each question
• Write down the performance measure or 

objective next to the corresponding question
• Think about what your department is 

currently tracking or common data requests 
your department gets internally or from the 
public 



Step 2 - Develop Framework

• Planning & Brainstorming 
Matrix
• Track new/upcoming 

projects as potential 
objectives

• Align performance 
measures to the services

• Visualize gaps in 
measures

Can you get to the data?

Do you have a way to track 
the data?

How much effort will it take 
to track the data?



MissionMission

Services by SectionServices by Section

ProjectsProjects

ObjectivesObjectives

Objectives

• Mission statement & services
• Define the departments purpose

• Projects
• Define upcoming or potential 

projects the department may 
focus on over 2 year performance 
cycle

• Objectives
• Choose 1-2 Projects to track 

throughout the performance 
process



MissionMission

Services by SectionServices by Section

Industry 
Research
Industry 
Research

Performance 
Measures

Performance 
Measures

Performance Measures

• Mission statement & services
• Define the departments purpose

• Industry Research
• Analyze industry standards for 

new measures or review current 
measures are on track with 
industry

• Performance Measures
• Develop new performance 

measure based on industry 
standards





Step 2 - Develop Framework

•After objectives and performance measures are 
identified using the matrix…
• Complete Masterlist and provide data to support 

measures
• Build webpage and dashboard to track measures





Step 3 - Analyze & Review Performance

•Check in with SMEs, Directors, DCMs to review…
•What’s working or what’s not working
•Discuss accomplishments, obstacles, updates
•Track trends using easy to understand, interactive dashboards and 

webpages



Provide update 
about measure

Analyze trends

Track follow up/action 
items

Review trends 

Request missing 
data





Making a Measure
At the end of the training you should be able to…

• Build objectives & performance measures



Terminology Recap

Objective
• Short-term
• Projects/initiatives
• Action steps
• Start/End date
• Achieve targets

Performance Measure
• Long-term
• Tied to services, ongoing
• Achieve targets



Created each 
performance cycle

596 measures 
since FY17

262 Current 
86 New

348 Active

103 Complete

145 Cancelled

247 
Performance 

Measures

101
Objectives

36 New for 
FY21/22

50 New for 
FY21/22

Roughly 15,400 data points collected to 
build measures and track actuals

Around 8200 actuals collected since 
FY17

For FY20, almost 1200
actuals will be collected by 

June

Adding new services 
and making 

improvements

How much data do we have?



What makes a measure? 

Measure Statement

Strategic Plan Goal Business Strategy

Action Steps

Why is the measure important?

Where does the data come from? How is the measure calculated?

Who to contact if you have questions?

Targets Trend Analysis

Dashboard Additional Information



Measure Statement

Do…
• Start with an action word

• Increase, decrease, maintain, 
implement, etc.

• Keep it short & simple

Don't…
• Put timeframes in the statement

• Complete...by 2019

• Include targets in statement
• Reduce…by 90%

Respond to internal issues within 3 business 
days (%)

All internal issues will be responded to 
within 3 business days 100% of the time (%)



Activity 2 – Measure Statement

document purchases done online (Clerk)

safety audits / inspections on parks (Land Management)

to emergent calls within 10 minutes (Fire & Rescue)

jobs above median income (Economic Development)

inlets and manholes to assure readiness for storm events (Storm Drainage)

a new handling fee for online orders (Fixed Assets)

Fill in the blank…below is a list of performance measures. What action word do you 
think best describes what the department is trying to achieve?



Objectives - Action Steps

• Create 3-5 high level steps to 
reach the target

• Start with an action word
• Plan, prepare, draft, etc.

• Keep the step short and concise
• Allocate a percentage to each 

step for easy tracking

Implementing recreational 
management system-Phase 2 (%)
1. Award RFP/RFB/RFI (10%)
2. Implement product design 

(20%)
3. Test system (20%)
4. Go-live with system (20%)
5. Review and update business 

processes (30%) 



Activity 3 - Why is the Measure Important?

• Each group is assigned a measure to come up with their own reason 
for why the measure is important

• Work Individually - Use the sticky notes to write down reasons why 
you think the measure is important 

• 2 minutes

• Work in Group – On the giant sticky note group your individual sticky 
notes into common themes

• 5 minutes to group reasons

• Discussion 
• 5 minutes



Promote better quality of life 
for residents



Tell Your Story with Data
At the end of the training you should be able to…

• Analyze graphs and data to tell your story or make decisions



Data Integrity

Where does the data come from?
• Examples: 

• Report generated by a system like 
SAP or Accela

• Excel spreadsheet to track progress 
manually

• Conducting meetings for a status 
update

How is the measure calculated?
• Examples: 

• Count number of trainings, records, 
etc.

• Number of calls responded to within 
timeframe

• Average days to complete a process
• Number of completed work orders 

divided by total worker orders
• Tracking steps complete on a project 

to report the % of project complete



Graphs & Targets

• Reporting frequency
• Monthly, quarterly, semi-annual, 

annual, biennial



Track the data that 
occurred in that 
month or quarter

• Complete requested website 
posts within 1 business day (%)

• Respond to complaints within 2 
business days (%)

Performance 
Measure 
Examples



Always have 2 graphs:
1. Data collected for 

current month/qtr
2. Cumulative graph adding 

actuals for FY

When reporting actuals, only 
report progress for that 
quarter – graphs cannot 

exceed 100%



Activity 4 – Data Analytics

• Vote on your favorite football team
• Graph the results on the handout and answer the questions



Reporting Results

Analyze Trends



Tracking & Calculating Data

• Tracking data is more than reporting a number, we need to 
understand…

• What is your business strategy for the measure? Efficient vs Effective
• Where the data comes from?
• How to calculated it?
• What are we trying to achieve – what’s the target?
• Is the target reasonable or does the target make sense?



Activity 5 – Performance Pong

• Try to land as many ping-pong balls in the cups per round
• You can bounce the ball or throw it directly in the cup

• Each round is 1 minute
• Designate the people in your group to be…

• Thrower(s)
• Catcher(s)/retriever(s)
• Data tracker

• After the rounds are complete, tabulate your results and answer the 
questions about your data



Counts% completion

% increase % of total

Average Count number of  
dropped calls 

% of project 
complete

Increase 
participation in 

training

Answer calls 90% 
of the time

Average number 
building permits



Learning Goals - Recap

• At the end of the training you should be able to…
• Understand how departmental performance measures & 

objectives fit into the strategic plan
• Understand 3 step methodology for performance process
• Build objectives & performance measures
• Analyze graphs and data to tell your story or make decisions



Moving forward…

• Focus group: 
https://stories.opengov.com/bernalillocountynm/published/VFLNXyJF
6



Contact Us

Operations Excellence Office (OEO)
Maria Zuniga mzuniga@bernco.gov 468-1684
Angela Montano amontano@bernco.gov 468-7005
Veronica Schornack vschornack@bernco.gov 468-7066


