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 Example Performance Measure Report Worksheet

for a State HS Agency 

	Mission-based HS Performance Measures
	HS Performance Indicators

	Area of 
	Kind of 
	
	Standard for
	 As-Is 12/31/00
	To-Be 12/31/01
	To-Be 12/31/03
	To-Be 12/31/05

	Performance
	Measure
	
	Performance
	Performance
	Targets
	Actuals
	Targets
	Actuals
	Targets
	Actuals

	Results Measures: HS-CSF-C1 Successfully implement “Welfare to Work” provisions (PL__-___) 

	Customer
	Input
	Flexibility, scalability, etc. of infrastructure for wide sharing of information
	
	
	
	
	
	
	
	

	
	Output
	Quantity of critical information exchanged among dispersed users
	
	
	
	
	
	
	
	

	
	Outcome
	HS worker/manager ratings of information accessibility and usability
	Survey score 
of 80
	Score 40
	Score 50
	
	Score 70
	
	Score 90
	

	
	Impact
	Ratings or indicators of client quality-of-life achieved in the migration from welfare to work
	
	
	
	
	
	
	
	

	Results Measures: HS-Goal-C2 Maximize the stakeholder value of services provided by HS

	Customer
	Output
	Number of online (e-Gov) client sessions per month
	
	
	
	
	
	
	
	

	
	Outcome
	Client satisfaction ratings
	
	
	
	
	
	
	
	

	Results Measures: HS-Goal-C3 Instill stakeholder confidence in effective case handling

	Customer
	Output
	Number of identified policy violations per month
	
	
	
	
	
	
	
	

	
	Outcome
	Percentage of contested cases
	
	
	
	
	
	
	
	

	Process Measures: HS-CSF-O1 Provide human services to all eligible citizens in accordance with all applicable regulations and in an effective, efficient manner

	Operational
	Input
	
	
	
	
	
	
	
	
	

	
	Output
	
	
	
	
	
	
	
	
	

	
	Outcome
	Stakeholder ratings of HS capabilities and operations
	
	
	
	
	
	
	
	

	
	Impact
	
	
	
	
	
	
	
	
	

	Process Measures: HS-Goal-F1 Minimize average processing costs per case

	Financial
	Input
	Investments in e-commerce technologies
	
	
	
	
	
	
	
	

	
	Output
	Time spent by clients in online 
(e-Gov) sessions per month
	
	
	
	
	
	
	
	

	
	Outcome
	Change in average worker hours spent per case
	
	
	
	
	
	
	
	

	
	Impact
	Ratio of case-processing costs to benefits provided
	
	
	
	
	
	
	
	

	Process Measures: HS-Goal-L1 Be able to respond quickly to changing business requirements 

	Learning
	Output
	Number of potentially useful HS insights and practices gleaned per month from mail based communications 
	
	
	
	
	
	
	
	

	
	Outcome
	Average lead time and resources required to adapt to new government obligations
	
	
	
	
	
	
	
	

	
	Impact
	Added competency to perform mission effectively and efficiently
	
	
	
	
	
	
	
	

	Process Measures: HS-Goal-L2 Improve the knowledge and skills of human resources

	Learning
	Input
	Investments in partnership endeavors and partnership-enabling technologies
	
	
	
	
	
	
	
	

	
	Output
	
	
	
	
	
	
	
	
	

	
	Outcome
	
	
	
	
	
	
	
	
	


Example Performance Measure Report Worksheet

for a State HS IT Organization
	Mission-based IT Performance Measures
	IT Performance Indicators

	Area of 
	Kind of 
	
	Standard for
	As-Is IT Support 12/31/00
	To-Be 12/31/01
	To-Be 12/31/03
	To-Be 12/31/05

	Performance
	Measure
	
	Performance
	System
	Performance
	Targets
	Actuals
	Targets
	Actuals
	Targets
	Actuals

	Results Measures: IT-CSF-C1 Enable successful implementation of “Welfare to Work” provisions (PL__-___) 

	Customer
	Input
	Flexibility, scalability, etc. of infrastructure for widely sharing information
	
	
	
	
	
	
	
	
	

	
	Output
	Quantity of critical information exchanged among dispersed users
	
	
	
	
	
	
	
	
	

	
	Outcome
	HS worker/manager ratings of information accessibility and usability
	Survey score 
of 80
	Client history
	Score 40
	Score 50
	
	Score 70
	
	Score 90
	

	
	
	
	Survey score 
of 80
	Parent tracking
	Score 45
	Score 55
	
	Score 60
	
	Score 85
	

	
	
	
	Survey score 
of 80
	Education tracking
	Score 30
	Score 60
	
	Score 70
	
	Score 95
	

	
	Impact
	Ratings or indicators of client quality-of-life achieved in the migration from welfare to work
	
	
	
	
	
	
	
	
	

	Results Measures: IT-Goal-C2 Improve service delivery to the public through the use of IT

	Customer
	Output
	Number of online (e-Gov) client sessions per month
	
	
	
	
	
	
	
	
	

	
	Outcome
	Client satisfaction ratings
	
	
	
	
	
	
	
	
	

	Results Measures: IT-Goal-C3 Improve consistency in case processing 

	Customer
	Output
	Process control chart results
	
	
	
	
	
	
	
	
	

	
	Outcome
	Caseworker ratings of degree to which systems enable improved human performance
	
	
	
	
	
	
	
	
	

	Process Measures: IT-CSF-O1 Align IT capabilities and applications portfolio with strategic needs

	Operational
	Input
	
	
	
	
	
	
	
	
	
	

	
	Output
	
	
	
	
	
	
	
	
	
	

	
	Outcome
	HS executive ratings of IT support for HS capabilities and operations
	
	
	
	
	
	
	
	
	

	
	Impact
	
	
	
	
	
	
	
	
	
	

	Process Measures: IT-Goal-F1 Improve HS cost structure through targeted strategic investment in IT

	Financial
	Input
	Investments in 
e-commerce technologies
	
	
	
	
	
	
	
	
	

	
	Output
	Time spent by clients in 
e-Gov sessions per month
	
	
	
	
	
	
	
	
	

	
	Outcome
	Change in average worker hours spent per case
	
	
	
	
	
	
	
	
	

	
	Impact
	Ratio of case-processing costs to benefits provided
	
	
	
	
	
	
	
	
	

	Process Measures: IT-Goal-L1 Be able to quickly satisfy changing reporting requirements

	Learning
	Output
	Number of reporting-related lessons learned and innovations gleaned per month from mail based communications 
	
	
	
	
	
	
	
	
	

	
	Outcome
	Average lead time and resources required to satisfy new reporting requirements
	
	
	
	
	
	
	
	
	

	
	Impact
	Additional/more rapid cash influxes from funding organizations 
	
	
	
	
	
	
	
	
	

	Process Measures: IT-Goal-L2 Improve the knowledge and skills of the human resources within the IT community

	Learning
	Input
	Investments in people, practices, partnerships, and tools
	
	
	
	
	
	
	
	
	

	
	Output
	
	
	
	
	
	
	
	
	
	

	
	Outcome
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