Committee on Performance Excellence

Report to the Governor, Legislature and Public

January 2010
Committee Members:
Fred King, Chair, Business Member Dr. Rita Hartley, AFSCME (Labor)
Larry Williams, Vice-Chair, SEIU (Labor) Elizabeth Harchenko, Executive Branch
James Adams, Judicial Branch Senator Frank Morse
Patrick Allan, Executive Branch Representative Chuck Riley

Dwayne Johnson, Business Member

CPE websitehttp://www.oregon.qov/DAS/BAM/CommPerfExcel.shtml




Special Thanks

The Committee on Performance Excellence (CPE) witkedo express its appreciation for the technical
assistance and staff support provided by formeefide Performance Management Coordinators Rick
Gardner, Budget and Management Division of the Biepant of Administrative Services, and Dawn
Farr, Legislative Fiscal Office. This staff suppaas instrumental in CPE members gaining a

comprehensive knowledge for the current state dbpmance excellence in state government and the
completion of this report.



Statutory Charge

Senate Bill 1099 (2008) established a nine membenr@ittee on Performance Excellence
(CPE) consisting of executive, legislative and ¢uali branch, union, and business members.
CPE is charged with creating a “process that wilreee the journey to excellence and
encourage the most vital aspects of Oregon statergment to be managed at a world class
level.” The bill provides CPE with the authoritytmake grants to promote performance
excellence, should the legislature provide graatisaoney. This first CPE report provides a
high-level summary of challenges, efforts undervamd requirements to advance state
government performance excellence.

CPE defines performance excellence as:

Government performance excellence is characterized by effective leadership, a
results orientation, a commitment to continuously improve, transparency,
accountability, and effective stewardship of public resources.

The Landscape of Current Challenges

State agencies are experiencing increasing pregsdediver more services and higher levels of
guality with fewer resources. Many agencies aréraybr reallocating resources that support
management infrastructure and training so theynt@mmize reductions to services. The ability
of agencies to actually make sustained improvemargfectiveness and efficiency is seriously
handicapped by system challenges that have beenfghe political, mental and physical
infrastructure for many, many, many years. Thdsglenges include:

% The lack of a shared and supported vision for parémce excellence between the
legislative and executive branch which makes fidalift for state agencies to quantify
their performance results in ways that support actability and performance
management.

< Limited financial incentives for improving agencgrformance, and few opportunities to
recognize agency efforts to create efficiencies.

% Inadequate education, training, and consulting stpp build the knowledge and skills
required to pursue world class performance andg, thuture opportunities for
performance improvement are dramatically limited.

Despite these challenges, not all is dim. Effaressunderway to improve performance
excellence with different strategies and actionadeiloted. Attachment A summarizes the
improvement efforts that CPE reviewed during 2G0# Attachment B characterizes CPE’s
observations about existing performance managepraatices.

Actions for Accelerating Progress

Sponsorship, education, collaboration and motiveasiee the most critical needs for state
government agencies to accelerate progress oonuhegy toward excellence.
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% Sponsorship- broader and more sustained top-level knowledg&, commitment and
support for performance excellence. This includegeadfast commitment and budgetary
investment in performance excellence projects.

+« Education — in depth, tiered training for all branches ofgmment that builds the skills
required to achieve continued performance improvemefficiencies and results.

+ Collaboration - greater communication, engagement, and encou@geamong the
three branches of government in setting sharedpeance goals and quantifying results
in ways that support agency accountability, pertomoe measurement and a focus on
performance results.

% Motivation - the right mindset and meaningful rewards or itizes to improve
performance. Agencies that create efficiencieslhede recognized, encouraged to
share best practices, and supported in futuretsffor

Keeping Focused on Excellence

In an environment characterized by a need to deerfuorless, integrating excellence into the
equation can be challenging. Seasoned leaders atde at the same time keep their attention
on the pathway toward excellence. As new issuesgaradept leaders gather intelligence to
inform them on their decision-making rather thaapieg immediately into action. While it is
difficult to generalize about the right questioasask, there are some key “what” and “who”
guestions that agency leaders, elected officiald,ctizens can ask that will help keep them
focused on performance excellence:

% WHAT: What's the desired result? What's the addaldie? What's really doable?
What are your key indicators of success? Whadisdihg in your way?

% WHO: Who'’s impacted or affected? Who needs tonselved? Who's ultimately
accountable? Who should be rewarded?

CPE’s Future

CPE is a relatively small committee without ex-aiffi members, so the Committee created a
“Friends of the Committee” designation to broad€tECs sphere of influence and to allow key
stakeholders within the system the opportunitynftuence CPE’s effortssée Attachment C).

CPE and Friends of the Committee envision influegatate government performance
excellence by working with the Governor, legislatleadership and agency leaders to establish a
shared vision and definition for performance exaalk in state government. Specific functions
CPE will perform are:

% Continuing to be honest in reporting to the Peagpl®regon, the Governor and the
Legislative branch, as directed by SB 1099, whaseeand what needs to be done.

% Recognizing outstanding efforts already underwal/@omoting performance
management, identifying resources, encouragingsinvents in education, and providing
a forum for sharing ideas and best practises Attachment D).

% Educating elected officials and leaders about Wy can do to advance performance
excellence.
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Attachment A

2009 Summary of Oregon’s Performance Improvement Ebrts

Over the last year, the Committee on Performanaelience (CPE) met with change champions, agency
directors, and legislators to learn more aboutreffonderway to improve performance excellencedtes
government. CPE did not set out to inventory astionderway to improve state government
performance, however, it became clear fairly quidckiat there are a number of different projects and
processes occurring through executive orders,l&igia implementation, auditing, and agency ledtiers
that promote improved performance management. @tieedey charges of CPE is to recognized
performance excellence, so this document summaai@sties and lessons learned from the
performance improvement examples shared with CRPB®9. Besides shining the light on current
efforts, CPE hopes this document will become auesofor individuals and organizations beginning
their journey toward excellence and a place forensmasoned explorers to go to link to and leverage
existing efforts and past successes. Activitiexdeed in this summary include:

* Agency Transformation Initiatives

» Pockets of Excellence in State Government

» State Agency Performance Audits

* Agency Performance Measurement and Managementitiesiv
» Execution of Governor's Executive Orders

* Implementation of 2009 Legislation

» Coordination Across Agencies

Agency Transformation Initiatives

The factors that drive an agency to commit to $gde organizational transformation and the stiaseg
employed are unique, however, the desired restdtsimilar: to create a new agency culture thatadus
best management practices, efficient business ggeseand satisfied employees and customers. What
follows is a short summary of four agency transfation initiatives currently underway.

Department of Human Servic@3HS):
DHS has been leading other state agencies in caoimgnio full-scale agency transformation by builglin
on the Leahpilot completed in DHS’ financial services divisioDHS’ transformation initiative seeks to
transform DHS operations over a 3- to 4-year petodoecome a world-class health and human services
organization with improved service delivery, inged efficiency, and enhanced effectiveness in mgeti
the agency’s mission. DHS has over 500 employ&estly involved in transformation efforts and 80
initiatives planned for 2009. Some results achieieedate include:

* Reducing the waiting time for adoptions from betw&680 - 400 days to no more than 45 days

* Reducing the time required to recruit a qualifiedse from 80 to 20 days, adding 1,124 days of

RN capacity

* Reducing time for nutritional consults at OSH fraB0 days to seven days

* Reducing the time it takes to amend county corgriiotn 84 to 30 days

» Improving service on food stamp applications to salay rather than two weeks

! "Lean, is a production practice that considersetkgenditure of resources for any goal other tharcteation of
value for the end customer to be wasteful, and éhtasget for elimination.”
http://en.wikipedia.org/wiki/Lean _manufacturing
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Attachment A

« Eliminating red tape and redundancies in practiaaging from purchasing and travel
authorizations to freeing up discretionary dollassed for foster children and to keep children
from needing foster care

Some DHS lessons learned include:
* Management must buy in and lead transformation
» Set Big Hairy Audacious Goals (BHAGS)
» Staff the transformation with people you can't gpar
» Key team members must be in place prior to stadipbase
» Use of Project Management is essential
» Communicate as often and as soon as you can +adeduccesses
* Importance of Change Management
* Conduct regular progress reviews

Department of Environmental Quality (DEQ)
DEQ is committed to transforming the organizatiomécome a leader in environmental stewardship and
an employer of choice. DEQ’s Director admits tingenspired by organizations where employees live
and breathe shared values, so attention is beawgglon ensuring that DEQ’s executives and managers
demonstrate values in action, and support new grapkito understand and embrace DEQ values. In
addition to efforts to cultivate leadership skilsnanagers, DEQ uses Office KaiZea rapid process
improvement technique. Some successes achiewstdonclude:

» Enforcement processing time reduced by elimina®idgp of the process steps, and reduction of a

12 month case backlog to no backlog

» Laboratory analysis turnaround time was decreagdi®o through adding an efficient barcode
system which improved quality and freed up timéottus on improved customer service

» Business System Development significantly redugednam process steps which increased user
efficiency and provided easier access to busineserss and staff

Some of the keys to DEQ'’s approach to date include:

* Having an Agency Director who is accessible tofstafl walks the talk

* Focusing Senior Management work on Organizatioresl|tH

* Recommitting to infrastructure and common busipeastices

» Celebrating successes at all levels—project congpigtindividual accomplishments, etc.

» Setting a clear expectation that “management” mezarsaging people, not things

* Empowering staff to make decisions, for exampl@rayal of Kaizen team recommendations as
long as they don’t cost more money and are legal

» Building capacity to continue offering training a@dfice Kaizen events, despite budget
reductions pressures

» Setting clear expectations and managing workloeautfh individual and section work plans

* Having measures with targets that guide the agensgrvice delivery improvements that result
in the best environmental and public health denssio

Department of Administrative Services (DAS)

DAS’ Wall-to-Wall initiative launched this fall angkeeks to visibly and measurably transform DAS so
that it can effectively and efficiently meet thdipp and service needs of its stakeholders ancouests.
In the longer-term DAS plans to offer support stadie to agencies wanting to transform. DAS’
approach is focused on:

2 Kaizen is a Japanese word for continuous improvieme
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* Increasing the capacity to deliver value to custana@d stakeholders
» Defining activities that lead to cultural change

» Using proven tools to improve organizational parfance

* Focusing on “breakthrough” and incremental changes

» Using the Voice of the Customer to establish ptigiand pain points
» Building expertise for use throughout state govesnim

Department of Revenue (DOR)

The DOR transformation initiative began about ar e with a comprehensive review of the agency
mission and values which produced a vision andrsbigh-level goals for the organization. In the
1980s, DOR had ‘state of the art’ business systhatssupported business efficiency and effectivenes
however, DOR'’s key business systems have not laqe with technological advances. DOR recently
contracted with a vendor for a comprehensive systeatysis that will help the department develop a
plan for bringing its collections systems and basgprocesses back to world class levels. Ultigate
this effort will require an investment; so the Depent is working to gather good baseline data to
demonstrate need and potential returns on thisiment. This effort reinforces DOR’s commitment to
becoming a data centered organization; one wheeenglloyees are mindful of process efficiency and
effectiveness.

Pockets of Excellence in State Government

Targeted efforts to improve performance excellareemore difficult to find. CPE heard from three
entities that were looking to positively impact Kaysiness processes by looking at process maturity,
process efficiency, and technology. CPE will agtypursue more examples of pockets of excellemce i
2010.

The Enterprise Security Office (ESO)

ESO provided an overview of their Information SéguBusiness Risk Assessment using the Capability
Maturity Model as a tool for assessing and repgrtin enterprise security as represented by 12sbver
state agencies. The ESO manages statewide efigtstect state government's information. The ESO
creates policies, guides and tools to help agempe@ect and secure state information assets. TheeO
gathered baseline process maturity data for ppaicig state agencies in 2007 and then reassdused t
same agencies in 2008. Results showed particgpatiencies improved their enterprise security gece
maturity across the cumulative categories, whighssto improved information security. The ESO added
two more agencies in 2008 and another two agenci2809 to the assessment process. ESO plans to
involve more agencies in future years.

Workers Compensation Division (WCD)
The WCD of Department of Consumer and Businessi@spresented their institutionalized approach
to structured process improvement and organizatioealdpment. Key points that support this
programs success are:
* Leadership commitment and focus—they have 12 yefardatively stable leadership
* A consistent methodology (in this case, Deming-das@M)
* Training—TQM tools and Team Skills (for both leasland staff)
* Small steps and hypothesis testing at each step
* Inclusion of non-programmatic functions (IT, HR¢ &t
» Develop the internal capacity to collect data fretakeholders on needs and perceptions of
service quality
» Story Books—analysis of each project, capturing gewkeralizing what was learned — both
positive and negative
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iLearnOregon Statewide Initiative

The iLearnOregon program team, located in DAS, ipiex¥ an overview of an automated “learning
management system.” This system is designed t@ itnakiing more accessible as attendees can
participate online at their own pace and time saledhe system has the capacity to deliver a yaoie
training types, including performance managemehé gystem also includes employee performance
management tools and features such as competetidyasied individual development plans, skill
assessments and performance evaluations. Thikdasdhe potential for making performance
management accessible and measureable acrosgatatament. There are currently 24 state agencies
and public partners actively using the system.

State Agency Performance Audits

In June 2009, Secretary of State Kate Brown hiredva Director of Audits, Gary Blackmer.
Historically, the number of annual performance taudompleted has been a small percentage of total
audits, and these performance audits have notdeery effective tool for improving agency
performance. Mr. Blackmer anticipates increasirgrtbmber of performance audits completed each
year, and selecting performance audits based agemcy’s priority outcomes. The goal is to ensha¢
performance audits provide objective informatioiindprove performance, reduce costs, facilitate
decision making, and contribute to public accoduititgb In addition to the Secretary of State agdit
many larger state agencies have internal auditorgpleting audits that provide performance
management data for agency leadership. As the vwhamd quality of performance audits improves, CPE
anticipates beginning to receive meaningful repibaisi agencies on the performance enhancements
achieved through implementing audit recommendations

Agency Performance Measurement and Management Aciies

CPE spent several meetings reviewing informaticoua®regon’s performance measurement and
reporting system. Since the 2001 legislative ses$dregon state government has had a two tiered
performance reporting system governed by ORS 29ifere state agencies link key performance
measures (KPM) to Oregon Benchmarks. Managemehtegrorting on Oregon Benchmarks has
historically been overseen by the Oregon Progressd which also had the responsibility to periatic
update Oregon Shines, Oregon'’s strategic visionment. Agency KPM are expected to be outcome
oriented, mission focused measures that align arithgency’s mission and strategic priorities. Each
biennium legislators approve a set of agency KP#/gaat of the budget development process. DAS
Budget and Management (BAM) and Legislative Figaflice (LFO) work together to continue to
support and improve the KPM system. Key prioribéshis function are:

» Educate and help state agencies increase thg ofilgerformance measurement data as a tool for
improving performance results—working to advaneeKi®M process from being a performance
reporting to a performance management tool

* Oversee statewide processes related to the kegrpenhce measurement (KPM) system to
ensure that agencies are completing required iepad developing more meaningful measures

» Manage projects to improve the KPM system sucluammaating KPM system, reviewing KPM
data integrity, or piloting standardize KPMs foahh licensing boards

» SB 1099 directs BAM and LFO to provide professiostaffing to the Committee on
Performance Excellence which has become anothetidumsupported by the statewide KPM
Coordinators in both BAM and LFO.

The 2009 Legislature eliminated funding for the gane Progress Board, so, it is unlikely that repgyti
on Oregon Benchmarks will continue. This is aicksback to Oregon’s reputation as a leader in
performance reporting, and an impediment to coiminto drive Oregon’s performance measurement
reporting system towards performance managemeptKRM system that exists today is a mix of
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output, process, and outcome measures that addgeslative requests for information rather than as
tools for agency decision-making or reporting. ah®sult, agency leaders struggle with having tR&K
being anything other than a reporting exercise,rast legislators find the system to be an inadequa
source of information for defining agency performamesults. Last biennium BAM and LFO KPM
coordinators worked with select state agenciegteldp more meaningful KPMs, however, many state
agencies have cut performance management resaurebsiinated PM programs during the 2009-11
biennium. Because of budget reductions and a esdarthe BAM KPM coordinator position, CPE is
concerned that little progress will be made in Hrisa this biennium.

Execution of Governor’'s Executive Order

CPE heard from Governor Kulongoski’'s policy staiftbe vision for the GovernorReset Cabinet
Executive Orde(EO) which was signed in September 2009. Thegaepf the Reset Cabinet is to
advise the Governor on “options for restructuritejesgovernment in order to preserve and improve
critical services for Oregonians in the contextimited state revenues, restrictive state mandates
both increasing responsibilities and diminishingoterces from the federal government. These aption
shall address:

» The prioritization of core functions, including thensolidation and elimination of boards and
commissions; and,

* Improving outcomes, controlling costs, and maximggefficiencies by consolidating service
delivery and providing greater flexibility, whereeded.”

Four subcommittees have been formed: K-12 Educdtiayher Education, Health and Human Services,
and Public Safety. By February 1, 2010, the Calshall forward short-term recommendations to the
Governor, and a final report is due June 30, 200RE will be watching this process as it unfolds.

Implementation of 2009 Legislation

CPE has identified three bills that were passethby2009 legislature that target state agency
infrastructure and have a goal of improving govegntrefficiency and effectiveness:

» HB 2920- Establishes venty-one member Task Force on Effective and Effstient Service
Provision that is charged with reviewing opportigsitto provide services that are jointly
administered by the state and counties in the eftsttive and cost-efficient manner. The bill
also directs the task force to analyze assessmdrtagation, elections, human services, and
criminal justice. An interim report from the tafkce is due to the Legislative Assembly no later
than November 30, 2009 and the task force shaihdlits final report to the Legislative
Assembly no later than October 1, 2010.

» HB 2500- Directs the Department of Administrative Sergi(BAS) to develop and make
available to the public the Oregon transparencysitepand establishes a nine-member Oregon
Transparency Advisory Commission to advise and nnakemmendations to DAS regarding
creation, content, operation, and enhancementetaébsite. The website will provide state
agency information on revenues and expenditur@speasation, contracting and subcontracting
information, funding categories, program informati®@regon Progress Board information, and
copies of any audit report issued by the SecratbB8tate. The information provided is subject to
public record and confidentiality laws. The comrioaswill report to the Legislative Assembly
no later than January 15 of each odd-numbered Yearoperative date for the website
establishment is January 1, 2010.

» HB 3139- Requires that executive branch state agencieswdet specified criteria have an
internal audit function and produce a risk assessmiethe entire agency that conforms with
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nationally recognized audit standards. The riskss®ent is to be used as a basis for at least one
internal audit per calendar year. The measureratpares agencies to audit a component of their
governance and risk management processes at fezsewery five years and file a report with
DAS.

One of the challenges that CPE noted with eachesfd bills is that they all passed without anyrafi
source of funding. The expectation that improveimi¢m performance management infrastructure be
made within the constraints of shrinking resouiseschallenge that CPE heard from almost all the
presenters that came before the committee. Togehaithin existing resources requires that somgthin
that is currently being done be delayed or elirédatCPE plans to explore in more detail in 200 th
kinds of activities that agencies would trade-oftteate capacity to improve.

Coordination Across Agencies

The Committee identified a number of peer groups Work across agency lines to solve shared
problems and find ways to improve government efficy and effectiveness. There are also a number of
professional organizations that are focused onaompg government management infrastructure that
CPE has tapped into as potential resources fordgirgy performance excellence in Oregon.

State government Peer Groups or Communities otiPeac

» Risk Management Advisory Coungitovides a forum for stakeholders to exchangeriédion,
generate ideas, and make recommendations to DAQVRIeagement in accordance with the
Advisory Council Operating Guidelines.

* Information Security Council was formed to provitate agencies with an avenue to participate
and assist in the development of strong agencyeatetprise information security.

» Statewide Audit Advisory CounciSAAC) was created in 2004 to promote excellence and
professional standards in internal auditing fotesgppvernment. The committee serves as an
advisor to the DAS Director.

* Chief Information Officers CouncildlO Counci) was formed in 2002 to provide statewide
leadership and a forum for all agencies to collateoin the management of information resources
across state government.

Professional Associations

* Oregon Public Performance Measurement Associa@&PMA) which provides performance
measurement and management support to practitismeksng in the public sector. The group
holds an annual conference in July.

» Public Managers AssociatioR§A) offers public managers opportunities to collab®eknd
share experiences, improve performance and entiagiceskills by sponsoring programs and
events that focus on management in government.

» Institute of Internal AuditorsliA) is an international professional association oferthan
150,000 members. The IIA is recognized as thenateaudit profession's leader in certification,
education, research, and technical guidance.

» Association of Government Accountantg3A) serves government accounting professionals by
providing quality education, fostering professiodal/elopment and certification, and supporting
standards and research to advance government aaboiy
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Observations on Performance Management Practices

Over the course of 2009, CPE members, CPE Friamdsstaff received a number of presentations and
reviewed state and national materials to learn gpedormance management and continuous
improvement activities in state and local governmédver time CPE began to observe themes about
current challenges and a vision for excellencection. The table that follows organizes member
observations into six categories:
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Government Systems and Culture
Sponsorship for Excellence
Rewards and Incentives
Education and Know-How
Performance Measurement
Change Management

Each of these categories provides a variety of dppities for improvement. At a high-level, CPE
concluded that the following needs occur for sagtdiperformance excellence to take hold in Oregon:

®
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R/
0’0

*,

Government systems and culture need to changepmdLcontinuous improvement

Sustained sponsorship for excellence must be estedl

Recognition needs to be focused more on rewardnigpnance results and efforts to improve
state agency efficiency and effectiveness

Investments need to be made in education and #hatsouild system capacity to pursue and
sustain performance excellence

State government needs a common language and fiakavound performance management
and measurement

Change requires engagement of all key players badge management planning to help ensure
success

Summary Performance Management System Observations

Current Challenges Excellence in Action

Government Systems and Culture

* Government is dispersed and operates in silos. *  Work that crosses agency boundaries is
e Collaboration occurs, but is not the norm. coordinated, and there are systems for sharing

e Government culture is more oriented to programs and
activities than results.

* Leaders in state government exist within a
management framework that’s more reactive than
proactive, e.g. problems drive actions rather than
strategic or critical thinking.

* The culture is not oriented towards data-based
decision making.

* There is no strategic human resource development
function (workforce planning, organizational
development), training and development, succession
planning, alignment with agency strategic planning
etc.).

information and measuring performance across

program areas.

e Government process and reporting is oriented
toward results and outcomes.

* Informal government systems and norms
encourage appropriate risk taking.

* People inside and outside of the enterprise are
working to co-create a vision of what “success’
looks like.

* The public is vigilant in expecting accountability

to the shared vision, and government workers

embrace and live the shared vision every day.
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Current Challenges

Excellence in Action

Sponsorship for Excellence

There is not a clear, single sponsor of performance
management within state government.
Within some agencies and across the system therg
relatively little agreement on what results to sémk
priorities) and who's really accountable.

There is no one place to go to “get the mandate” to
implement process re-engineering or a continuous
process improvement program.

There is a critical leadership void and lack ofitya
for who is responsible for efficiency and effectiess
in government.

is

There is clear and cooperative sponsorship for
excellence. It is part of the culture.
Sponsorship and leadership roles in performan
management systems are clearly defined, mad
accountable, and communicated appropriately
There is a call to action and consistent
conversation on many fronts so the importance
level around performance excellence is high.
There is a clear “line of sight” between high-lev
outcomes and the work being executed on the
ground.

Rewards and

Incentives

There is little general awareness and publicatfon o
agency continuous improvement efforts, projects a
successes.

The system does not provide meaningful recognitio
or incentives for performance improvements, e.g.
money saved can lead to reduced budgets.
There are few rewards for “managing” well.
There are few rewards for performing well.

nd

n,

We celebrate, publicize and validate what is
working.

Meaningful incentives and rewards are in place.

Incentives support improvement in manageme
processes and provide acknowledgement for g
efforts.

Incentives encourage appropriate risk taking a
innovation.

Education and “Know-how”

Terminology and knowledge about excellence
concepts vary across agencies and branches.

Education and training budgets are the first thilmgs
be cut when budgets are reduced.

Management skill deficits exist.

There is little formal information on work forceik
sets (we don’t know what we have).

There is a paucity of analytic and process
improvement skill sets at all levels.

We have a comprehensive Human Resource
Development plan and process.

We conduct and maintain critical skills
inventories.

We have a modern, flexible, and equitable
classification and compensation system.

We recognize and develop talent.

Basic training content for management skills is
widely available in a variety of formats.

Users are trained on tools of quality, performan
measures, benchmarks, statistics, etc.

We are constantly seeking “best practices”
benchmarks and are open to finding new
processes, techniques and tools that improve
efficiency and effectiveness.

h

nt
ood

hd
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Current Challenges

Excellence in Action

Performance Measurement

Many agencies perceive the KPM system to be
primarily a budgetary compliance process, and not
substantially aligned with how they actually manag
Some agencies perceive they have no authority an
control over their own performance measures, and
(correspondingly) don't buy into the KPM system.
KPM system lacks flexibility to allow customized
methods of reporting and more varied and complex
types of measures and displays.

There are different types of KPMs in the systend, an

there aren’t clear, commonly shared definitionstiar
various measures and their intended applicatios o
KPM that produces just one kind of measure.

1%

fo

The legislation that governs Oregon Benchmarks angl

KPMs does not reflect what is currently occurring i
the system.

Focusing on performance measures may be the wropg

lever to establish improvement in core managemer
processes such as strategic planning, budgeting,
managing and evaluating.

Many agency information systems do not support
performance management or measurement.

t

There is a shared understanding for what defines
performance management—concepts and
terminology.

Research, processes and metrics are developed to
continuously justify value.
Information Technology provides data banks that
managers can easily access and use in order to
define what is or is not happening.

Leaders have reliable and valid information an
data systems that they can use to make progra
and policy decisions.
We have a structure for establishing baseline d
and measuring progress.

Leaders are clear about what they expect, and
measurements are aligned with these expectations
and employee performance plans.

Agencies have multi-tiered performance
measurement data that informs on results and
continuous improvement activities.

The attention of state agencies is on core
management processes.

Agencies have formal methods for process
improvement, and they see the utility using dat
to drive decision-making.

)
m

ata

[}

Change Management

Change initiatives are often isolated, fragile amad
counter to desires of powerful individuals and greu
(who often benefit from key elements of status
quo).

Government is nonprofit (making it different from
business), but it does provide products and seeks t
achieve results (making it similar to business)e Th
political system’s checks and balances slow things
down, so they can be more thoroughly vetted. This
needs to be understood and made more efficient
without sacrificing commitments to fairness and
public input.

Some people are apathetic or resistant to change
(some reports indicate greater resistance fromrpp
and middle management than from line workers).
Performance is not a functional criterion for reiem
decisions.

We lack a governance structure, plans and outcom
that influence changes toward greater flexibility,
support for performance management and investm
in business process improvements, and creation of

11

es

ents
a

educated, empowered workforce.

By investing in and focusing on agencies that are
positively engaged in structured improvement
efforts (and that want to move forward), we put
our limited resources where they are most likely
to produce positive impact.
Change may be inspired by a critical mass and/or
a “tipping point” event that creates movement
toward performance excellence.

Budget notes and performance-based leadership
may help to drive engagement.
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Process for Adopting Friends of the Committee

Introduction

The Committee on Performance Excellence (CPE) weeted to support, encourage and enable
performance excellence in Oregon state governmiEme. committee recognizes that there are many other
organizations and individuals who have common edrand goals. The committee believes that it can
better achieve its purpose by actively seekingloege natural partners, and by creating an expanded
network of Friends of the Committee.

Identifying Potential Friends

Friends of the Committee are organizations or idizls who exhibit the following characteristics:
« A passion for performance excellence
« Expertise in performance management or performareasurement
« Willingness to collaborate with others to advanoewledge of and support for performance
excellence in government

Roles for our Friends

Friends of the Committee may serve one or moraefdllowing roles:
* Attend meetings and inform the committee’s diseussind deliberation
» Partner on special projects or activities
* Advocate for support of performance excellencetieoforums
» Collaborate on strategies for increasing awareokeand support for performance excellence

Selection of Friends

Any member of the Committee for Performance mayinata an individual or organization who exhibits
the characteristics described above, and who liisaited a willingness to perform one or more of the
roles identified, as a Friend of the Committee.nii@tion may be made orally or in writing. A Friers
adopted upon majority vote of the members of thrarodtee.

Term of Friendship and Status of Friends

Friends of the Committee will continue in that g&indefinitely. If the committee or a Friend chmes
that the relationship is no longer mutually rewagdieither may end the relationship by written c®to
the other. Friends will be honored and respectethers, although they will not be voting membédtrs o
the committee.
Current Friends

« Gary Blackmer, Audits Division Administrator at tBecretary of State

+ George Naughton, Department of Administrative Ssmwi(DAS) Budget and Management
Division Administrator

% Oregon Public Performance Measurement Associa®#PMA), Dr. Ken Smith, Willamette
University Professor

< Pamela Stoebel Valencia, DAS Internal Audit Chieflis Executive
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Attachment D

Performance Management Overview

What is Performance Management?

Performance management is an ongoing, systemaiioagh to improve results through evidence-based
decision making, continuous organizational learnargl a focus on accountability for performance.

Why pursue Performance Management?

The pursuit of excellence requires efficient uéitinn of resources, a focus on results, and a coment

to performance improvement. Embracing a perforrmananagement framework provides state agencies
with guideposts to focus efforts on results, dertrats "bang for the bucks,” and create greaterlteok
transparency and accountability. It also establisheommon conceptual framework and language for
best management practices in state government.

When to apply Performance Management?

The questions that form the basis for effectivégrerance management can be asked agency-wide, for a
project, or to justify a new investment. Furthes,you apply performance management at different
levels, you want to ensure there is alignment betwagency goals, division priorities and program
activities to create a line of sight between higlegel outcomes and the work happening on the gtoun

Performance Management Cycle

Measurement

& Reporting

National Performance Management Commission Frametttp://pmcommission.org/
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Attachment D

Performance Questions to Ask

Planning—Focusing

U Why do we exist; what value is added?

U What results do we want to achieve--goals?

0 What's not working that we need to fix?
Budgeting—Resourcing

U What resources/inputs are needed?

O What happens if resources are reduced/increased?
Management—Executing

O What are key activities or actions?

O What risks or challenges need to be mitigated?
Evaluation—Adjusting

O What are critical performance milestones?

0 How does the plan differ from actual performance?
Measurement & Reporting—Informing

U Who’'s the audience; what’s their interest?

O What's the use of the measure or report?

Performance Measures and Reporting

Selecting Performance Measures

Oregon’s performance measurement hierarchy conefsthiree levels: Oregon Benchmarks, agency
specific Key Performance Measures (KPMs) and agentrnal measures. By definition, Oregon
Benchmarks measure societal level performance asichiater quality. Agency KPMs provide data on
key outcomes that an agency may influence sucheasipcompliance levels. Agencies also need a
number of internal measures to support managenemsidn making such as permit renewal numbers,
data on permit issuance backlogs, and number ofifgeissued. When selecting performance measures
agencies will need to consider:

What is the agency working to accomplish?

What factors influence or drive performance?

What data is readily available?

What is the data going to support (i.e. evalumtiecision making, reporting)?

oooo

Spotlighting Success

TheCommittee on Performance Excellensdooking for success stories to feature on thm@ittee’s
web-site and in the Committee’s Annual PerformaReport to the Governor and Legislature. If you
have a story to share, please contact Fred Kifrg@king@fredkingandassociates.com
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