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Starting from Scratch in Scottsdale 
Striving to build a best practice program 



Agree or Disagree? 

“One important problem facing local government today 
is a lack of performance indicators to measure 
productivity and plan out future program policies. Top 
management has no management reporting system to 
assess how their departments are progressing and there 
is no stable mechanism to accurately record department 
activities.” 



1978 Innovation and Productivity Report 



About Scottsdale 
 
Scottsdale has 217,965 residents and 
covers 184.5 square miles  
 
There  were 2,172 full-time and 292 
part-time employees on July 1, 2012 
 
There are over 3 million square feet 
of maintained city facilities. 
 
There are 42 parks covering 975 
acres, 5 libraries, 4 swimming pools, 
55 tennis courts and 2 senior centers  
 
There are 4 police stations, 15 fire 
stations and 10,729 fire hydrants 
 
There are 2,962 lane miles of streets, 
300 traffic signals, and 2,064 miles of 
water main lines 
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Guiding Principles 

 Aligned 

 Results focused 

 Relevant 

 Transparent 

 Timely, Accurate and 
Pertinent 

 Transformative 

 Sustainable 

Adapted from National Performance Management Advisory Commission. 2010. “A Performance Management 
Framework for State and Local Government: From Measurement and Reporting to Management and Improving.” 
 



Identified Best Practices 

1.Visible Leadership  

2.Reasonable Approach  

3.Regular Reporting  

4.Regular Review   

5.Compare with others  

6.Ask for feedback  

7.Drives Resource 
Allocation/Rewards  

8.Consistently Utilized 

9.Strategically Aligned  

Adapted from National Performance Management Advisory Commission. 2010. “A Performance Management 
Framework for State and Local Government: From Measurement and Reporting to Management and Improving.” 
 



An effort consistent with values 
and required by financial policy 
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FY 2009/10 (Before) 

Continuous Improvement Over Time 
 
 
 
Budget Examples 



FY 2010/11 



FY 2011/12 



FY 2012/13 



FY 2013/14 (a) 



FY 2013/14 b 



FY 2009/10 

Continuous 
Improvement  
Over Time 
 
Annual Report  
Examples 



19 
FY 2010/11 
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FY 2011/12 



Today’s Session 

1. Building a Team and an Approach 

2. Improved Reporting 

3. Increased Focus on Evidence-Based Decision-Making 

4. Better Benchmarking 

5. Tools we’ve developed to explain to our organization 



Performance  
Management is… 

… an ongoing, systematic 
approach intended to 
improve results by 
integrating objective 
evidence with decision-
making processes. 



Measuring 
what matters 

“…rigorously assemble evidence – 
quantitative or qualitative – to track 
your progress.” 

“What matters is 
not finding the 
perfect indicator, 
but settling upon a 
consistent and 
intelligent method 
of assessing your 
output results and 
then tracking your 
trajectory with 
rigor.” 

Jim Collins. 2005. Good to Great and 
the Social Sectors. 

…improving results by integrating 
objective evidence with decision-
making processes 



Don’t settle for 
easy measures 

“Never give up on 
an important goal 
that’s hard to 
measure in favor 
of a less important 
one that’s easy to 
measure.” 

From Robert Lewis. 2009. “No metrics? Don’t 
fret; you can still manage without measuring.” 
Minneapolis St. Paul Business Journal. 



Why measure?  

David Osborne and Ted Gaebler. 1992. Reinventing Government: How the 
Entrepreneurial Spirit Is Transforming the Public Sector.  

If You Don't Measure Results, 
 You Can't Tell Success from Failure 

If You Can’t See Success, 
 You Can’t Reward It 

If You Can’t Reward Success, 
 You’re Probably Rewarding Failure 

If You Can't See Success, 
 You Can't Learn From It 

If You Can't Recognize Failure, 
 You Can't Correct It 

If You Can Demonstrate Results, 
 You Can Win Public Support 

25 
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Targets express a specific level of performance the organization is aiming to achieve.  

Standards (also called “benchmarks”) express the minimum acceptable level of 
performance that is expected and achieved by other, high-performing organizations.  

How else will you know how well you are doing without context? 

“Evidence suggests that improved 
performance occurs at a much greater rate 

when performance measures are 
compared.” Smith and Hartung, 2004 



Valley  
Benchmark Cities 



Pop.  
Net Job 
Inflow/ 
Outflow 

“Daytime” 
Population 

Total FTEs 
FTEs per 

1000 

FTEs per 
1000  

(Daytime) 

1,445,632  75,379  1,521,011 15,000 10.4 9.9 

439,041  (48,509) 390,532 3,609 8.2 9.2 

236,123 (35,082) 201,041 1,574 6.7 7.8 

 226,721 (40,518)  186,203 1,966 8.7 10.6 

217,385  #5 68,916  #2 286,301 #3 2,455 #3 11.3 #1 8.6 #5 

Gilbert 208,453  (56,788)  151,665 1,188 5.7 7.8 

Tempe 161,719  61,856  223,575 1,597 9.9 7.1 

Peoria 154,065  (35,922)  118,143 1,101 7.1 9.3 



City Employment per 1000 residents 

Source: Staff review of adopted budget books for FY 2011/12 

Mayor & Council/Charter Off. 0.7 0.8  0.6  0.8  1.1  0.5  0.9  0.8  

Administrative Services  0.3 0.6  0.4  0.3  0.6  0.3  0.7  0.5  

Comm. & Econ. Dev. 1.5 0.4  0.6  0.6  0.9  0.3  0.7  0.5  

Community Services  1.4 0.7  0.8  0.9  2.1  0.5  1.1  0.8  

Public Safety 4.5 3.8  2.9  3.9  4.3  2.6  4.1  2.9  

Public Works  1.1 1.3  0.7  1.2  1.4  0.9  1.4  1.1  

Water Resources  1.0 0.6  0.6  0.9  0.9  0.6  0.9  0.6  

Employees per 1000 residents 10.4 8.2  6.7  8.7  11.3  5.7  9.9  7.1  



Library 
$$$ per 
capita 

Library 
FTE per 

1000 

Library $$$ 
per Hours 

Open 

Library 
FTEs Per 

Total 
Hours 

$25  0.2  $ 52,124  0.5  

16  0.2  54,204  0.6  

30  0.3  28,940  0.3  

25  0.3  51,886  0.6  

 43  #1 0.6  #1 29,710  #6 0.4  #5 

-    -  - - 

23  0.2  65,103  0.5  

$26  0.2  $29,918  0.2  



 $119.42   $123.50  

 $140.33   $141.92   $144.67   $148.33  
 $155.58   $157.58  

Source: City of Tempe Office of Management and Budget, as of January 2012; Preserve tax calculation by Scottsdale City Manager’s Office 

How do Scottsdale’s average monthly costs for service compare?  

Average Monthly Cost: $141.42 

Includes City Sales and Property Taxes; and  
Solid Waste, Water & Wastewater Charges 

$133.75 

$8.17 attributed to 
Preserve sales taxes (.35%) 



Henderson, NV 

Irvine, CA 

Bellevue, WA 

Naperville, IL 

Overland Park, KS 

Coral Springs, FL 

Durham, NC 
Winston-Salem, NC 

Cary, NC 

Irving, TX 
McKinney, TX 

Plano, TX 

Scottsdale 

In Process – National Peer Cities  



Source: Valley Benchmark Cities Consortium; ICMA Center for Performance Measurement; Arizona State University; Alliance for Innovation 
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What must 
you improve 

to achieve 
your desired 

results? 

How will you 
know if you are 

successful? 

What must you do 
to achieve your 
desired results? 

What are you  
trying to 
achieve? 

Scottsdale 
Performance 
Management  
Process 



What principles govern our actions and the way we 
do business? 

What are our focus areas for the long- and short-
term? 

How will we know if we are achieving the objectives? 

What specific activities must be done to ensure we 
meet the objectives? 

What must be achieved to accomplish our goals? 

What is our purpose? What do we do? Mission 

Goals 

Values 

Objectives 

Initiatives 

Measures 

Scottsdale Strategic Planning Framework 



TO CONDUCT  
ACTIVITIES 

TO DELIVER 
SERVICES 

TO BENEFIT 
CUSTOMERS 

TO ACHIEVE 
RESULTS  

IN SUPPORT 
OF A GOAL 

WE USE 
RESOURCES 

Strategy Model 



DRIVERS AND 
TRUCKS 

DRIVE TO 
EACH HOUSE 

TWICE A WEEK 

TO COLLECT 
REFUSE AND 
RECYCLING 

FROM EVERY  
RESIDENT’S 

CURB OR ALLEY 

TO ENCOURAGE A 
CLEAN, 

SUSTAINABLE 
ENVIRONMENT 

TO ENHANCE 
NEIGHBORHOODS 

Solid Waste Example 



TO CONDUCT  
ACTIVITIES 

TO DELIVER 
SERVICES 

TO BENEFIT 
CUSTOMERS 

TO ACHIEVE 
RESULTS  

IN SUPPORT 
OF A GOAL 

TO PROVIDE 
RESOURCES 

TO CONDUCT  
ACTIVITIES 

TO DELIVER 
SERVICES 

WE USE 
RESOURCES 

P
u

b
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Strategy Model 
(Modified for Internal 

Services) 

Internal Services 



Input 
Amount of resources used (or 
available) to provide services 

Output 
Amount of work produced or 

services delivered 

Outcome 
The desired end result that 
demonstrates the impact of 

the services delivered 

Efficiency 
Amount of work done per 
amount of resources used 

Productivity 
Amount of quality work done 
per amount of resources used 

Effectiveness 
Amount of achieved results, or 
the level of quality relative to 

the amount of work done 

Cost-Effectiveness 
Amount of outcome achieved 
per amount of resources used 

Types of performance measures 



Input 
Equipment Operators 

Expenses (Fuel, Salary, etc.) 
Household Accounts 

Output 
Tons collected per month 

Outcome 
Refuse is collected in a reliable 

and clean manner 

Efficiency 
Tons collected per month  per 

operator 

Productivity 
Tons of complaint-free 
collection per operator 

Effectiveness 
Tons collected per month 

without complaints of missed 
or messy collection 

Cost-Effectiveness 
Cost to provide residential  

refuse collection services per 
operator 

Solid Waste Example 



Input 
How much resources 

(staff/$$$, etc.) did you use?  

Output 
How much work was 

accomplished?  

Outcome 
What are the intended 

objectives (short-term and/or 
long-term)? 

Efficiency 
How much work was 

accomplished with available 
resources? 

Productivity 
How much time/effort was 
expended on quality work?  

Effectiveness 
How well were the intended 

objectives met? 

Cost-Effectiveness 
How much value was provided 

per dollar spent? 

Questions performance measures can help answer 



What are we asking you to do? 

1. Review services and existing objectives 
to ensure they are linked to the strategic 
and/or general plan goals, and make 
adjustments as needed 

2. Review existing measures to ensure you  
are measuring the efficiency, effectiveness, 
and cost-effectiveness of services and 
create new measures, if needed 

3. Identify standards and targets for each 
measure to ensure that you have context 
for evaluating success 

4. When measures do not meet identified 
targets or standards, develop objectives, 
initiatives and measures to improve 
performance 



What’s next? 

Robert McCall, Arizona 2010 
Scottsdale Public Art Collection 



Resources  and Links 
Scottsdale Performance Management Initiative 
http://www.ScottsdaleAZ.gov/departments/citymanager/performance 

Scottsdale Budget and Financial Reports 
http://www.ScottsdaleAZ.gov/finance 

Citizen-Centric Annual Reporting 
http://www.agacgfm.org/citizen/ 

Performance Management Advisory Commission 
http://www.nasact.org/downloads/APerformanceManagementFramework.pdf 

National Research Center (Surveys)   
http://www.n-r-c.com/ 

ICMA Center for Performance Measurement 
http://icma.org/en/results/center_for_performance_measurement/home 



Questions, Comments, Observations?  

Brent Stockwell  |  Strategic Initiatives Director   

Scottsdale City Manager’s Office 

480-312-7288 | BStockwell@ScottsdaleAZ.gov 

http://www.scottsdaleaz.gov/departments/citymanager/performance  

 



Scottsdale’s 
Annual 
Snapshot 

Brent Stockwell  |  Strategic Initiatives Director   
Scottsdale City Manager’s Office 

480-312-7288 | BStockwell@ScottsdaleAZ.gov 
www.ScottsdaleAZ.gov/finance 

How Scottsdale has implemented the 
AGA’s citizen-centric reporting initiative 



“effective information visualization  
(is) premised on: 

 
simplicity   

(complex notions simplified to save time for reader);  

transparency 
(visual honesty and responsibility in sourcing);  

creativity 
(design that is memorable and understandable);  

sociability  
(easily shared and improved)” 

 
http://edelman.com/speak_up/blog/ 

http://edelman.com/speak_up/blog/


 Designed to give citizens a better understanding of what 
their government is doing and what it spends their money on 

 Provides easy access to key information without having to 
sort through pages and pages of documents and web sites  

 A resource to begin the conversation and a portal into in-
depth discussions and input about your jurisdiction 

Scottsdale’s Snapshot Summary 
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2010 

2011 

Project Goals 
 Short 
Understandable 
 Easy to read 
 Informative 

“…the public feels strongly  
that government has a 
responsibility to provide 
understandable financial 
information to the public.”  

 

Harris Interactive Survey (2010)  



Page 1 - Overview 
 What is in the report? 
 How are you organized? 
 What are your goals?  
 What was accomplished?  



Note: The strategic goals are the same as the major divisions of the voter-approved 2001 General Plan and 
are the six guiding principles developed through CityShape 2020. They are not listed in any priority order. 



Typical Financial Statement Presentation of Performance Measures 



Page 2 - Performance 
 What did you do?  
 How well did you do it? 
 What do your customers 

think?  
 How do you compare?  

 



How are we doing? 



How do we compare with our neighbors? 



Typical Financial 
Statement Presentation 
of Financial Position 



Page 3 - Finance 
 Where does the money come 

from?  
 Where does it go?  
 Where can I get more info? 
 How do I know this is reliable? 



*Revenue decline attributed to decrease in non-cash infrastructure 
contributions toward capital assets 

These charts provide a snapshot into how the city as a whole did financially  
over the past three years. The City’s fiscal year begins on July 1 and ends on June 30.  

What revenues were available to run the City of Scottsdale? 



For detailed analysis and explanation of these results, please review the 
Comprehensive Annual Financial Report available on the city’s website. 
The city’s financial statements are audited annually by an independent 
audit firm. 

What were the expenses for running the City of Scottsdale? 



Net assets can serve as a useful indicator of a government’s overall financial 
health. In the private sector, this concept is commonly referred to as “net worth.” 
Assets are the total property, including cash and investments, owned by the city; 
and liabilities are the total debts or financial obligations. Net assets is calculated by 
subtracting total liabilities from total assets. 

What’s the “net worth” of the City of Scottsdale 





The City’s financial statements are audited annually by an independent auditor. Complete 
financial information can be found on our website at www.ScottsdaleAZ.gov/finance. 

What is our budget for the current year?  



Page 4 - Priorities 
 What are your priorities?  
 What challenges do you 

anticipate? 
 How can I provide feedback?  



• Acquire 6,400 acres of land from the State 
Land Department to connect the Preserve 
with the Tonto National Forest 

• Complete construction of the Brown’s Ranch 
Trailhead, including the Jane Rau Interpretive 
Trail 

• Initiate first phase of access control, signage, 
trails and restoration in recently acquired 
Preserve lands 

• Implement cooperative marketing plan for 
Airport, Airpark and WestWorld with aviation 
stakeholders 

• Begin construction and recruit new events for 
the expanded Tony Nelssen Equestrian Center 
at WestWorld 

• Enhance tax base through new development 
and jobs Downtown, and on Bell & McDowell 
road corridors 

• End long distance shipping of Granular 
Activated Carbon and begin reactivating at 
new local facility 

• Create software application to streamline 
tracking of police officer applicants through 
the personnel process 

• Replace compressed natural gas fueling station 
at Via Linda facility to increase reliability 

• Maintain paved street system at an average 
condition index rating of 70 on an 100 point 
scale 

• Complete final design and initiate construction 
of Northsight Extension between Hayden & 
Frank Lloyd Wright 

• Update Freeway Improvement Plan to improve 
access to WestWorld and the Bell Road 
corridor 

• Process text amendments to implement 
Greater Airpark, Downtown & Southern 
Scottsdale area plans 

• Continue General Plan public outreach with 
the objective to complete a draft update by 
April 2013  

Strategic Goals and Selected Priorities 

• Deliver cardiac arrest patients (with a pulse) to 
emergency room doors at or faster than the 
national average 

• Implement program encouraging enhanced 
design of exterior modifications & additions in 
single-family (R1-7) neighborhoods 

• Review and modify the process to correct 
major code violations to improve timeliness 
and cost recovery 



City Council Meetings 
Boards and Commissions 
Community Leaders 
Local Realtors 
Prospective Businesses 
City Publications 
 
 

How have we used our report? 



 Keep it simple 
 Avoid jargon 
 Provide context 
 Reuse content 
 Refer to sources 
 Focus on your customer 

Key Tips 



The citizen-centric 
report has impacted 
our approach to other 
projects 



Typical Budget 
Book / Financial 
Statement 
Demographic 
Presentations 



Scottsdale By 
the Numbers 
A Demographic 
Summary 
 
Page 1.  
Where is Scottsdale? 
How hot is it, really? 
How large is the 
community? 



Located in Maricopa County, Arizona, 
the city covers an area of 184.5 square 
miles; 31 miles from north to south and 
11.4 miles at its widest point.  

Scottsdale’s elevation varies from a low 
of 1,150 feet to 4,877 feet, and at 
Scottsdale Airport is 1,510 feet above 
sea level. 

Location 



Scottsdale averages 7.7 inches of rainfall per year, with the 
average monthly minimum and maximum temperatures ranging 
throughout the year from 42° in December to 105° in July. 

Climate 



Population 
Scottsdale is the sixth largest city in Arizona and 
the 92nd largest city in the United States. 



Page 2.  
What kind of people 
live in Scottsdale? 
 



Scottsdale and 
its residents 





Page 3.  
Where do your 
residents work?  
How much do they 
earn? 
 







Page 4.  
What do people live in 
Scottsdale? 
How does it compare? 
 





Questions, 
comments, 
Observations? 

Brent Stockwell  |  Strategic Initiatives Director   
Scottsdale City Manager’s Office 

480-312-7288 | BStockwell@ScottsdaleAZ.gov 
www.ScottsdaleAZ.gov/finance 
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