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Survey Introduction and Purpose

The purpose of this short screening survey is to identify organizations that have implemented a working and sustainable performance measurement system that helps them manage and improve operations while walking the fine line between delivering on the promise of their mission and meeting organizational budget commitments to stakeholders.  A sustainable measurement system is defined as a measurement system where there is a systematic process in place to update and maintain individual measures and families of measures to ensure alignment and relevancy to evolving organizational objectives and external operating and regulatory environments. 

This screening survey is the first step in gaining a deeper understanding of the organizations that are able to measure and manage their long-term performance using a combination of financial and non-financial measures.  The goal is to provide a best practice framework for and examples of sustainable performance measurement systems.

Completing the screening survey should take between 45-60 minutes.  Each unique organization that completes the survey will receive a blinded electronic report summarizing the findings of the screening survey.  This report will be available August 2005.

Using the results of the screening survey in combination with criteria established by the study team, APQC will invite selected organizations to complete a second, more detailed survey further focusing on quantitative data and short answers.  This information will be used to uncover trends or key findings among organizations with sustainable performance measurement systems.  A report containing the blinded (names of the organizations completing the survey will not be made public) survey results will be sent to all participants who take part in this second survey.  

From the respondents of the detailed survey, a select group of organizations will be invited to take part in the next phase of the study, which involves hosting a virtual site visit with the study’s sponsor group and a visit to APQC’s headquarters in Houston, Texas to take part in the concluding Knowledge Transfer Session for study participants.  In exchange, these organizations will be invited to network with the study sponsors and the APQC study team and be given the opportunity to pose questions and request information as well.  All organizations selected for this phase will be designated a benchmarking partner and will receive a detailed report of the consolidated survey results and benchmarking partner case studies.   

Organizations may decline to participate in any phase of this study and will receive information applicable only to their level of participation.
Please complete and return this survey no later than July 7, 2005.

Instructions

Please review each question carefully before responding.

If you do not know requested data with certainty, please provide your best estimates. Any definition or clarification that is required in order to answer a question accurately should be directed to John Crager at (713) 685-4628 or e-mailed to jcrager@apqc.org.

Printed surveys may be sent to this fax number: (713) 681-1179.

Thank you for taking the time from your schedule to participate in this important initiative.

General Information

Contact Name: Rita Conrad
Contact Organization: Oregon Progress Board
Contact Phone: 503-378-3204
Contact e-Mail: rita.r.conrad@das.state.or.us
The following four questions are for demographic use only.

1. What is the primary category or focus of the organization?

	Focus
	Type of organization

	
	National govt.
	State govt.
	Local govt.
	Non-govt’l.

	Agriculture
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 


	Banking/Finance
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 


	Defense 
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 


	Development/Aid
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 


	Education 
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 


	Healthcare 
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 


	Social/Benefit
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 


	Transportation 
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 


	Utilities 
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 


	Other
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 



(Other, please specify: The Progress Board works with about 80 Oregon state agencies in the development of "key, external" performance measures. Some of the answers below pertain just to the Progress Board (at Sebastian's suggestion); some to the work across all state agencies.)   

2. This survey is being completed for a performance measurement system that is:

 FORMCHECKBOX 
  Enterprise wide (or centrally managed or coordinated)

 FORMCHECKBOX 
  Located within a division/organizational unit/department only (please specify:      )
 FORMCHECKBOX 
  Other (please specify "Enterprise" here refers to executive branch agencies. The answers in questions #3 and 4, however, refer just to the Progress Board)

3. For the unit selected in 2, what are the total number of employees and annual budget for the most recent fiscal year?    
	
	Number of Employees
	Budget/Appropriation for 

FY 2005 (in $US)

	Specific Agency or Department
	3
	$ 350,000


4. For the unit selected in 2, please list the top three products or services offered to the public:

a.  Oregon Shines, Oregon's 20-year strategic vision (www.oregon.gov/DAS/OPB/os.shtml) 

b.  Biennial reports on  Oregon's 90 benchmarks (www.oregon.gov/DAS/OPB/obm.shtml)
c.  State agency performance measure information (www.oregon.gov/DAS/OPB/APPR.shtml) 
Survey Questions

1. At what level are you connecting your budget with your mission and goals?

 FORMCHECKBOX 
  Department level

 FORMCHECKBOX 
  Program level

 FORMCHECKBOX 
  Business process level

 FORMCHECKBOX 
  Functional activity level

 FORMCHECKBOX 
  Budget account level

 FORMCHECKBOX 
  Line item budget level

 FORMCHECKBOX 
  Other:  (please specify: Answer reflects the key, externally-reported performance measure work that the Progress Board does with state agencies. Larger agencies have additional, internal measures that may well fall into the other levels.) 

2. What is the primary type of performance measurement system used within the organization? (Choose the one that best describes your current measurement system.)

 FORMCHECKBOX 
  Balanced Scorecard

 FORMCHECKBOX 
  Family of Measures

 FORMCHECKBOX 
  Objective-based measures

 FORMCHECKBOX 
  Traditional accounting/operational metrics

 FORMCHECKBOX 
  Hybrid (A custom mix of measurement practices designed to fit the specific needs of the organization.)

 FORMCHECKBOX 
  None

 FORMCHECKBOX 
  Other:  (please specify: The key measure system we use at the enterprise level is based on basic agency mission, goals, logic models, and uses GASB terms and criteria. Intermediate outcomes, outputs, efficiency and customer service measures are all acceptable. Outcomes are preferred, of course.) 

3. How long has the current measurement system been in use within the organization?

 FORMCHECKBOX 
  1-2 years

 FORMCHECKBOX 
  3-4 years

 FORMCHECKBOX 
  5-6 years

 FORMCHECKBOX 
  ≥ 6 years

4. How is performance data collected within the organization?

 FORMCHECKBOX 
  Fully automated via integrated systems into a data warehouse

 FORMCHECKBOX 
  Partially automated

 FORMCHECKBOX 
  Manual collection

 FORMCHECKBOX 
  Other:  (please specify: Some agencies collect data using automated systems. Key measure data is reported centrally on manual forms. We are working on changing that.)
5. How often are metric data (quantitative results of measurement activity) collected, analyzed and reported? (Check all that apply.) 

 FORMCHECKBOX 
  Real Time/Continuously

 FORMCHECKBOX 
  ≤ 24 hours

 FORMCHECKBOX 
  Weekly

 FORMCHECKBOX 
  Monthly

 FORMCHECKBOX 
  Quarterly

 FORMCHECKBOX 
  Annually

6. Which of the following levels have their own formal set of measures that are reported within your organization?

 FORMCHECKBOX 
  Senior Executives

 FORMCHECKBOX 
  Vice -Presidents/Directors

 FORMCHECKBOX 
  Senior Managers 

 FORMCHECKBOX 
  Managers

 FORMCHECKBOX 
  Supervisors

 FORMCHECKBOX 
  Individual Contributors

7. How many top-level measures or key performance indicators are used at any one level or role within the organization?

 FORMCHECKBOX 
  ≤ 10

 FORMCHECKBOX 
  11 - 20

 FORMCHECKBOX 
  21 - 30

 FORMCHECKBOX 
  ≥ 31

8. How often are individual measures or key performance indicators reviewed for effectiveness and alignment to organizational goals and objectives? (Check all that apply)
 FORMCHECKBOX 
  Monthly

 FORMCHECKBOX 
  Quarterly

 FORMCHECKBOX 
  Annually

 FORMCHECKBOX 
  Continuously

 FORMCHECKBOX 
  Not reviewed

 FORMCHECKBOX 
  Other:  (please specify: At least biennially for the legislative process. The Legislature approves all key measures for state agencies. )

9. What is the approximate balance of leading versus lagging indicators as a percentage in the metric data reported by the performance measurement system to track execution of the strategic plan?
Leading indicators are those that are predictive in nature.

Lagging indicators are those that reflect the outcomes or results of an activity.

 FORMCHECKBOX 
  100% leading

 FORMCHECKBOX 
  75% leading, 25% lagging
 FORMCHECKBOX 
  50% leading, 50% lagging
 FORMCHECKBOX 
  25% leading, 75% lagging
 FORMCHECKBOX 
  100% lagging
 FORMCHECKBOX 
  Other:  (please specify: Don't distinguish.)

10. How have performance measures added improved disciplines relative to justifying budgets?

 FORMCHECKBOX 
  Greater focus on program delivery costs

 FORMCHECKBOX 
  Greater focus on capital expenditures 

 FORMCHECKBOX 
  Greater focus on per-capita costs

 FORMCHECKBOX 
  Greater focus on budgets related to improvement initiatives/project costs

 FORMCHECKBOX 
  Other:  (please specify: Not sure. Ways and Means subcommittees are paying much more attention to performance measures in this session, but link to budget decisions is contextual. We asked but did not require agencies to assign a dollar cost to each outcome measure. Most did not. Again, some agencies may be linking internal measures to costs and expenditures. I know of at least one.) 

 FORMCHECKBOX 
  No improvement

11. How is customer satisfaction measured in your organization?

 FORMCHECKBOX 
  Internal employee surveys
 FORMCHECKBOX 
  External customer surveys

 FORMCHECKBOX 
  Focus group

 FORMCHECKBOX 
  By the use of one or more proxies (other measurable data that has been determined to be a suitable indicator of customer satisfaction).

 FORMCHECKBOX 
  Other:  (please specify: We are just now coming out with new customer service guidance so there is consistency across agencies.)

12. How is mission or goal achievement predominantly measured in you organization? (Check all that apply.)
 FORMCHECKBOX 
  Anecdotal stories and evidence

 FORMCHECKBOX 
  Data from specific measures used to determine success

 FORMCHECKBOX 
  By the use of one or more proxies (other measurable data that has been determined to be a suitable indicator of customer satisfaction).

 FORMCHECKBOX 
  Other:  (please specify: In addition to the required annual performance MEASURE report, some agencies have a "slick" annual report that may use anecdotal stories to describe success. All exec branch agencies are asked to supply valid data; some data may be proxies. Example:  for the Progress Board's measure, "Number of statewide or county planning processes that incorporate Oregon Shines and/or Oregon Benchmarks," we use a simple count of current Oregon state and county planning-related websites mentioning Oregon Benchmarks)

13. Within the organization, is individual performance linked to the overall mission through the performance measurement system?

 FORMCHECKBOX 
  Yes
 FORMCHECKBOX 
  No
14. Which of the following categories of measures do you use to track organization performance? (See table below.)

15. Which has shown marked improvement as a result of process improvements your organization has made in the past several years? (See table below.)
	Measure (Check box if “yes.”)
	Measure tracked?
	Improvement shown?

	· Budget compliance
	 FORMCHECKBOX 
      
	 FORMCHECKBOX 


	· Contracting/Procurement
	 FORMCHECKBOX 

	 FORMCHECKBOX 


	· Costs
	 FORMCHECKBOX 

	 FORMCHECKBOX 


	· Customer satisfaction
	 FORMCHECKBOX 

	 FORMCHECKBOX 


	· Cycle time
	 FORMCHECKBOX 

	 FORMCHECKBOX 


	· Human resources
	 FORMCHECKBOX 

	 FORMCHECKBOX 


	· Innovation/new product or service development
	 FORMCHECKBOX 

	 FORMCHECKBOX 


	· IT
	 FORMCHECKBOX 

	 FORMCHECKBOX 


	· Process compliance
	 FORMCHECKBOX 

	 FORMCHECKBOX 


	· Productivity/capacity
	 FORMCHECKBOX 

	 FORMCHECKBOX 


	· Public Relations/Communications
	 FORMCHECKBOX 

	 FORMCHECKBOX 


	· Quality
	 FORMCHECKBOX 

	 FORMCHECKBOX 


	· Social responsibility
	 FORMCHECKBOX 

	 FORMCHECKBOX 


	· Stakeholder value
	 FORMCHECKBOX 

	 FORMCHECKBOX 


	· Other: (please specify: See E.D. Reports -  http://www.oregon.gov/DAS/OPB/OPBresults.shtml)
	 FORMCHECKBOX 

	 FORMCHECKBOX 


	· Other: (please specify:      )
	 FORMCHECKBOX 

	 FORMCHECKBOX 


	· Other: (please specify:      )
	 FORMCHECKBOX 

	 FORMCHECKBOX 


	· Other: (please specify:      )
	 FORMCHECKBOX 

	 FORMCHECKBOX 



16. What methodologies or tools are used to implement process improvements within the organization? (Check all that apply.)

 FORMCHECKBOX 
 TQM

 FORMCHECKBOX 
 Six Sigma

 FORMCHECKBOX 
 Lean

 FORMCHECKBOX 
 Lean Sigma

 FORMCHECKBOX 
 Hoshin/Kanri

 FORMCHECKBOX 
 8D Problem solving framework

 FORMCHECKBOX 
 Internally developed implementation program (Please explain: Nothing formal.)
17. What supporting methodologies do you use to facilitate process improvement within the organizations? (Check all that apply.)
 FORMCHECKBOX 
 Benchmarking

 FORMCHECKBOX 
 Change management

 FORMCHECKBOX 
 Content management

 FORMCHECKBOX 
 Knowledge management
 FORMCHECKBOX 
 Project management tools
 FORMCHECKBOX 
 Root cause analysis

 FORMCHECKBOX 
 Transfer of best practices

 FORMCHECKBOX 
 Other: (please specify: Progress Board has not yet ventured into formal process improvement, although it's on our wish list. All energies still focused on refining and institutionalizing the basic key measure system.)
18. Do you track the overall impact of supporting methodologies to the success of performance improvement initiatives? 
 FORMCHECKBOX 
  Yes
 FORMCHECKBOX 
  No
19. What type of technology is used to support the organization’s performance measurement system? (Check all that apply.)
 FORMCHECKBOX 
 Desk top management tools (ex. MS Excel, Access, PowerPoint)

 FORMCHECKBOX 
 Enterprise Resource Planning suites (ex. SAP, Oracle)

 FORMCHECKBOX 
 Third Party Supporting software (ex. Cognos, Datadrill, Panorama)

 FORMCHECKBOX 
 Other: (Please specify:      )
20. Using the scale below, to what extent do you agree with the following statements regarding your organization’s communication, leadership, and tools around performance measurement and improvement?
	Statement
	Strongly
Agree
Strongly
Disagree

Agree

	· Our measures reflect what our customers care about.
	 FORMCHECKBOX 
1
	 FORMCHECKBOX 
2
	 FORMCHECKBOX 
3
	 FORMCHECKBOX 
4
	 FORMCHECKBOX 
5
	 FORMCHECKBOX 
6
	 FORMCHECKBOX 
7

	· There is clear and consistent linkage between the different levels of the organization in terms of measurement, strategy development, execution, and accountability.
	 FORMCHECKBOX 
1
	 FORMCHECKBOX 
2
	 FORMCHECKBOX 
3
	 FORMCHECKBOX 
4
	 FORMCHECKBOX 
5
	 FORMCHECKBOX 
6
	 FORMCHECKBOX 
7

	· Employees at every level can describe the elements of the organization strategy that are key to delivering against the mission.
	 FORMCHECKBOX 
1
	 FORMCHECKBOX 
2
	 FORMCHECKBOX 
3
	 FORMCHECKBOX 
4
	 FORMCHECKBOX 
5
	 FORMCHECKBOX 
6
	 FORMCHECKBOX 
7

	· Subunits such as departments, initiative teams, and geographic locations are actively involved in the development, analysis, and reporting of performance data.
	 FORMCHECKBOX 
1
	 FORMCHECKBOX 
2
	 FORMCHECKBOX 
3
	 FORMCHECKBOX 
4
	 FORMCHECKBOX 
5
	 FORMCHECKBOX 
6
	 FORMCHECKBOX 
7

	· Our organization leaders understand the need for measurement and how it should be used to drive improvement.
	 FORMCHECKBOX 
1
	 FORMCHECKBOX 
2
	 FORMCHECKBOX 
3
	 FORMCHECKBOX 
4
	 FORMCHECKBOX 
5
	 FORMCHECKBOX 
6
	 FORMCHECKBOX 
7

	· There is evidence that metric data is routinely used at the correct levels within the organization to adjust strategy and tactics to customer needs.
	 FORMCHECKBOX 
1
	 FORMCHECKBOX 
2
	 FORMCHECKBOX 
3
	 FORMCHECKBOX 
4
	 FORMCHECKBOX 
5
	 FORMCHECKBOX 
6
	 FORMCHECKBOX 
7

	· Our measures allow us to develop internal and external benchmarks of performance.
	 FORMCHECKBOX 
1
	 FORMCHECKBOX 
2
	 FORMCHECKBOX 
3
	 FORMCHECKBOX 
4
	 FORMCHECKBOX 
5
	 FORMCHECKBOX 
6
	 FORMCHECKBOX 
7

	· Metric data is used to establish a true sense of urgency to drive performance improvement.
	 FORMCHECKBOX 
1
	 FORMCHECKBOX 
2
	 FORMCHECKBOX 
3
	 FORMCHECKBOX 
4
	 FORMCHECKBOX 
5
	 FORMCHECKBOX 
6
	 FORMCHECKBOX 
7

	· We have very effective tools/methodologies for implementing and monitoring process improvement.
	 FORMCHECKBOX 
1
	 FORMCHECKBOX 
2
	 FORMCHECKBOX 
3
	 FORMCHECKBOX 
4
	 FORMCHECKBOX 
5
	 FORMCHECKBOX 
6
	 FORMCHECKBOX 
7

	· We have effective strategies for reducing resistance and improving acceptance of major process improvement efforts.
	 FORMCHECKBOX 
1
	 FORMCHECKBOX 
2
	 FORMCHECKBOX 
3
	 FORMCHECKBOX 
4
	 FORMCHECKBOX 
5
	 FORMCHECKBOX 
6
	 FORMCHECKBOX 
7

	· Our measures help align functions/departments behind common goals.
	 FORMCHECKBOX 
1
	 FORMCHECKBOX 
2
	 FORMCHECKBOX 
3
	 FORMCHECKBOX 
4
	 FORMCHECKBOX 
5
	 FORMCHECKBOX 
6
	 FORMCHECKBOX 
7

	· Overall, the measurement system used within our organization provides adequate warning of impending change to keep us ahead of the “change curve” on most major business issues. 
	 FORMCHECKBOX 
1
	 FORMCHECKBOX 
2
	 FORMCHECKBOX 
3
	 FORMCHECKBOX 
4
	 FORMCHECKBOX 
5
	 FORMCHECKBOX 
6
	 FORMCHECKBOX 
7


21. Have your planning or performance management programs changed with new leadership in the last two years?  

 FORMCHECKBOX 
  Yes 

 FORMCHECKBOX 
  No

 FORMCHECKBOX 
  No change in the last two years.
· If yes, was the change made to: (Check all that apply.)
 FORMCHECKBOX 
  Improve perceived deficiencies 
 FORMCHECKBOX 
  Implement a more or less aggressive approach
 FORMCHECKBOX 
  Duplicate a successful method employed elsewhere 

 FORMCHECKBOX 
  Employ a personal style 

 FORMCHECKBOX 
  Other:  (please specify:      ) 

· If no, was the status-quo maintained because of: (Check all that apply.)
 FORMCHECKBOX 
  Success or progress

 FORMCHECKBOX 
  Difficultly associated with change

 FORMCHECKBOX 
  Cost associated with change 

 FORMCHECKBOX 
  Organization not ready for next-step improvements

 FORMCHECKBOX 
  Other:  (please specify: This is an enterprise-level answer. We made some changes to 05-07 budget instructions, but not necessarily because of leadership change. Just to try to refine.) 

22. What are the three greatest benefits that your organization has enjoyed by having a measurement system that guides process improvement efforts?

a.  Enterprise level answer: you assume our measurement system guides process improvements! For some agencies it does. Not for all. Not yet.  

b.       
c.       
23. What were the three greatest hurdles that had to be cleared to achieve your performance results
a.  Executive and legislative leadership for performance measurement. 

b.  Lack of coordination between executive and legislative branches
c.  Agencies not owning their measures.
24. Please make any additional comments here regarding your organization’s measurement system which you feel are relevant to understanding the responses above:

It's good you are doing phone interviews to clarify this survey. Some answers, at Sebastian's suggestion, relate just to the Progress Board, 3 staff. Others relate to the work the Board does on performance measurement with nearly 80 state agencies. A few questions like #6 are left blank - there was no comment field to explain.
25. If selected as a best practice partner, will you be able to provide copies of your tools and templates to study sponsors?

 FORMCHECKBOX 
  Yes 

 FORMCHECKBOX 
  No

Next Steps

· If your organization is selected as a best-practice partner, will you participate in a three-hour virtual site visit to share and discuss your innovative practices with study participants in mid-August 2005?  FORMDROPDOWN 

· To return this survey, from the menu select “File,” “Send To,” and “Mail Recipient (as Attachment).” In the “To” field type “sfrancis@apqc.org” and click “Send.”

Thank you for taking the time from your schedule to participate in this important initiative. We look forward to working with you and will contact you soon regarding your participation status.

To view the project proposal, visit www.apqc.org  and request the full study proposal or you may contact Sebastian Francis at +1 713.685.7225 or sfrancis@apqc.org with any questions.
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