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ID #:  

________________







Category: 
Human Resources/Education






State: 

Florida
1. Program Name:

 
Division of Administrative Services Performance Measures System

2. Administering Agency: 

Florida Department of Highway Safety and Motor Vehicles

3. Contact Person (Name & Title): 

Stacy Hall Wofford, Agency Planning Officer

4. Address: 

Kirkman Building, 2900 Apalachee Pkwy. MS #20, Tallahassee, FL 32399

5. Telephone Number: 

850-921-7544

6. FAX Number: 

850-414-9224

7. E-mail Address: 

wofford.stacy@hsmv.state.fl.us

8. Please provide a two-sentence description of the program. 

The Division of Administrative Services performance measure program provides management and staff with and interactive real-time database of performance measure results for crucial business functions that support the Department’s members and fiscal year planning. Service area mangers go on-line with the Department’s Intranet and input the data for their predetermined performance measures and the results are updated immediately with monthly, year-to-date, and annual standards data.

9. How long has this program been operational (month and year)? 

July 1, 2002

10. Why was the program created? (What problem[s] or issue[s] was it designed to address?) 

The Division of Administrative Services was looking for a method to analyze service area performance and costs. It was necessary that the method be unbiased, user-friendly, and most importantly, accurate. The performance measure program provides the necessary data for creating service area goals, monitoring specific service area efficiency and long range business planning of the Division’s resources. 

11. Describe the specific activities and operations of the program in chronological order. 

The service areas monitor data of key functions monthly. The raw monthly data is input into the system and automatically converted into an outcome statistic and posted to the live report. The cumulative monthly data is also automatically calculated and the year-to-date statistic is posted for comparison to the measure’s annual standard.

Quarterly an analysis is conducted by the Planning Office and shared with the service areas for necessary resource distribution to enable them to meet performance goals and standards. Recommendations are listed in the analysis for service area managers to consider as they plan resource distribution.

Annual reports include all cost information for specific service areas including staff, supplies, and other expenses necessary to perform accurate cost benefit analysis. The report also gives a detailed account of the monthly data and annual outcomes as they compare to the preset annual goals. Although each service area’s performance measures are designed specifically to their functions, every service area is measured on customer service survey responses and expenditures.     

12. Why is the program a new and creative approach or method? 

To our knowledge no other state government agency in Florida is currently measuring the performance of member support functions and administrative service efficiency.

13. What were the program’s start-up costs? (Provide detail about specific purchases for this program, staffing needs and other financial expenditures, as well as existing materials, technology and staff already in place.)

There have been no purchases made for the implementation of this program. The Agency Planning Officer and the Research Assistant have worked within office hours using existing hardware and software while performing other job responsibilities.

14. What are the program’s annual operational costs?

None, other than staff salaries.

15. How is the program funded?

No specific funding is necessary.

16. Did this program require the passage of legislation, executive order or regulations?  If YES, please indicate the citation number.

No. There is no law or state policy requiring this program.

17. What equipment, technology and software are used to operate and administer this program?

Desktop PC’s and Excel, and Visual Basic.

18. To the best of your knowledge, did this program originate in your state?  If YES, please indicate the innovator’s name, present address and telephone number.

Yes. Various members of the Division Director’s staff created the program.

19. Are you aware of similar programs in other states?  If YES, which ones and how does this program differ?

No.

20. Has the program been fully implemented?  If NO, what actions remain to be taken?

Yes.

21. Briefly evaluate (pro and con) the program’s effectiveness in addressing the defined problem[s] or issue[s].  Provide tangible examples.

Pro’s: 

Allows management to view and analyze service area performance without interfering in daily operations of the service area.

Provides specific data about key business functions.

Provides information as to customer service quality for service areas.

Data gathered is crucial to analyzing trends in customer needs and expenditures. 

Data provides the necessary information to prepare accurate cost benefit analysis in order to determine efficiency and outsourcing potential.

The system allows the user to view measure assessments on-line as provided by the service area personnel. The assessments list reason(s) for any unexpected monthly results that need explanation.

Cons:

Due to staff constraints, there has not been an audit of the program results.

The system will allow only one person to enter data into the system at a time. However, multiple users can view the data.

22. How has the program grown and/or changed since its inception?

Yes. The service area managers review the performance measures and the Planning Officer prior to the beginning of each fiscal year to determine of there need to be changes made to the measures or methods of data collection.

The performance measure program was not automated when it began in January 2001.

23. What limitations or obstacles might other states expect to encounter if they attempt to adopt this program?

Manager resistance to critical analysis of performance measurement. 

The start up of a performance measure program is time consuming and requires the cooperation of service area experts to determine the key functions that will provide the most valuable information for performance assessment.

Add space as appropriate to this form.  When complete, return to: 

CSG Innovations Awards 2003
The Council of State Governments

2760 Research Park Drive, P.O. Box 11910

Lexington, KY 40578-1910

innovations@csg.org 

DEADLINE: All original applications must be postmarked or e-mailed by April 11, 2003, to be considered for an Innovations Award for 2003.
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