
MEASURE UP!
Performance Measurement
 Training & Workshop

Presented by: 
Jeff Mottishaw, GOPB
Jill Curry, GOPB

Kimberly DeGroff Madsen, LFA
Heidi Tak, LFA
Tim Bereece, LFA
Rachelle Gunderson, LFA



Welcome!

● Introductions
○ LFA
○ GOPB



#2:
Review 
Significant 
Dates

PERFORMANCE MEASURE OVERVIEW

#1:
Differentiate 
Between Funding 
Item & Line Item 
Measures

#3:
Review Legislative
Changes for 
Performance 
Measures

#4:
Walk through 
Performance Prep



#1: Differentiate Measures
Funding Items

LFA GOPB

Agency

Developed By New Funding 
Appropriation

Short-term 
Impact

Typically 
One Fiscal 

Year



Developed By Tied to Line Item 
Appropriations

Long-term 
Impact

Multi-year Trends

#1: Differentiate Measures
Line Items



Funding 
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Line 
Items

Performance

Implementation

Spending

#1: Differentiate Measures
Reporting Requirements



March 22 ● Funding items loaded in Performance Prep

April 25 ● Training: Measure up: Performance Measure Training 
and Workshop; 9-2 pm; In person (State Library)

April 30 ● Agencies propose performance measures and targets for 
applicable funding items in Performance Prep 

July 1 ● GOPB and LFA analysts with agencies finalize each 
proposed funding item performance measure

Aug. 15 ● Agencies report on FY 24 funding items and funding item 
performance measures in Performance Prep

● Agencies report on line item performance measures in 
Budget Prep

September ● Funding item follow-up report released

#2: Review Significant Dates
Funding Item Measures

https://budgetprep.utah.gov/
https://budgetprep.utah.gov/
https://budgetprep.utah.gov/


2023 General Session - SB 296:

● Funding Item Reporting Thresholds:
○ $50,000 for spending and implementation
○ $500,000+ for performance measures

● April 30 - Submit Measures (Current Session)
● July 1 - Finalize Measures (Current Session)
● August 15 - Report Results (Prior Sessions)

2024 General Session - HB 499:

● November 1 - Report Results for Public & Higher Education New

#3: Legislative Changes
Thresholds and Reporting Dates



#4: Budget Builder Walkthrough
Main Screen



#4: Budget Builder Walkthrough
Funding Item Module



#4: Budget Builder Walkthrough
Create New Funding Item Measure



#4: Budget Builder Walkthrough
Steps for a New Measure



These filters will 
help a lot!

#4: Budget Builder Walkthrough
Final Tip…



Agency Strategic Planning
Laura Hanson  |  Terrah Anderson



Agency Strategic Planning at GOPB

● Strategic planning is the foundation for good 
budgeting and good operations

● Together, we have made progress:

○ 100% compliance with the strategic 
plan requirement

○ New resources for strategic planning

○ Expanded connections, coordination, 
and communication in the strategic 
planning arena 



Why a strategic plan?

Strategic plans: 
● Communicate agency work and vision 
● Promote effective work
● Improve strategic budgeting
● Facilitate performance management



Strategic plans Communicate

Utah Department of Agriculture
● Clear goals
● Easily communicates the UDAF 

story to employees, analysts, 
legislators, and those they serve

Tax Commission
● Clearly defined mission statement
● Goals in the plan tie back to the 

mission statement



Strategic plans Promote Effective Work 

Labor Commission
● Ongoing plans show current 

projects
● Work plans help employees see 

their role in the organization

Department of Insurance
● Work plans show upcoming 

projects to plan needed resources 
● Assist in evaluating workload 

balance for new projects



Strategic plans 
Improve Strategic Budgeting &
Facilitate Performance Management

Department of Health and Human Services
● Budget requests from DHHS clearly correlate to the agency 

strategic plan.
● Strategic plans link to metrics and performance management, as 

shown in the DHHS dashboard. 



Strategic Planning: 2024 Goals

1. Emphasize the importance of having and using a 
strategic plan

2. Strengthen the connection between quality 
strategic planning and budgeting / budget 
requests

3. Improve quality of strategic plans



Improve quality of strategic plans

New required elements are to be 
incorporated in existing plans by 
July 1, 2024: 

● Mission statement
● Clear goals
● Annual work plan
● Customer Experience
● Performance Measures



Importance of Performance Measures 
in a Strategic Plan

● Show alignment of metrics with agency vision and mission

● Measure progress toward accomplishing agency goals, 
objectives, and strategies

● Communicate progress and how progress is measured to 
employees and stakeholders

● Evaluate if agency efforts are accomplishing strategic goals

● Unify initiatives in one document for easy review



Request: Coordinate with Internal Team

Agency strategic plan

Performance 
measures CX data Performance 

evaluations
Governor’s 
priorities

Quarterly
reports

Strategic 
budgeting



Performance Measures

1
2



Performance Measures

Three types will likely be in your 
strategic plan:
1. Line item performance measures
2. Funding item performance measures
3. Measures that support the agency 

goals, objectives, and strategies
a. What is important for us?
b. What does success look like? 
c. What are we curious about in 

regards to our impact? 



Performance Measures

Line item 
performance 

measure

Agency 
performance 

measure

Funding item 
performance 

measure



Performance Measures in Annual Plan



Performance Measures in Annual Plan



Draft plans due: 
June 3

Final plans due: 
July 1

Include new items, 
minor updates

Significant update 
every 4-6 years



GOPB Strategic Planning Webpage

https://gopb.utah.gov

https://gopb.utah.gov


GOPB Strategic Planning Resources

https://gopb.utah.gov/strategic-planning-2/

2024 information sessions

January 10, 1:00pm
March 20, 11:00am
April 22, 10:00am
May 22, 1:00pm
June 5, 11:00am

Aug, TBD
Oct 30, 1:00pm

https://gopb.utah.gov/strategic-planning-2/


Agency Strategic Planning at GOPB

Your GOPB analyst

Laura Hanson
laurahanson@utah.gov

State Planning Coordinator 
Managing Director of 

Planning Coordination

Terrah Anderson 
tanderson1@utah.gov

Budget and Policy Analyst
Strategic planning lead



QUESTIONS





What is a Performance Measure

● “Performance measures simply give you the means to know how well 
the agency/division/program is doing at providing services and 
improving lives.

● A good performance measure gives you and your staff the ability to 
make changes and see whether those changes improve the 
agency/program’s performance, that is, its ability to improve 
customers/clients’ quality of life.

● Importantly, performance measures are data - they quantitatively 
measure performance of the agency or division.”

Source: Results Based Accountability Guide

http://www.dhs.state.il.us/onenetlibrary/27896/documents/by_division/dchp/rfp/rbaguide.pdf


● Outcome-oriented: What will you achieve, instead of how 
will you achieve it?

● Citizen/customer-centric: Is the outcome meaningful from 
their perspective?

● Fulfills intent: What was the original goal of this funding 
item?

● Broader mission: How does this funding item fit in with the 
performance measures for the broader program, division, or 
agency mission and objectives?

WHY? What is the broader goal you want 
to accomplish?
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Measuring Performance: Part of a 
Larger Process



Performance: Outputs v. Outcomes
OUTPUTS OUTCOMES

Direct product of 
program activities

Quantifies frequency and 
intensity of the activity of the 
program

Lead to a desired outcome

Meaningful impacts for 
citizens during or after the 
program

Change in behavior, skills, 
knowledge, attitudes, 
condition

Attributable to program 
outputs

Outcomes are preferred.
If unavailable, choose an output that ties directly to the desired outcome.



Examples of Outputs v. Outcomes

FUNDING ITEM OUTPUTS OUTCOMES

Family budgeting 
awareness

Number of financial 
planning sessions

Increased financial 
stability (living in a 
budget, making 
monthly additions to 
savings accounts)

Park clean-up Weekends 
dedicated to 
clean-up efforts by 
volunteers

Reduced exposure to 
safety hazards

Targeted salary increase Number of case 
workers per client per 
year

Improved client 
outcomes,
e.g. risk scores



Common Pitfalls

● “We spent the money”

● Pass through items - “We gave out the money”

● Status update on implementation

● Measuring demand rather than impact

● Ambiguous concepts



Checklist: Assessing Measures
❏ Is it meaningful? Does it tie to the mission of the division/agency?

❏ Is it focused on customer needs and demands?

❏ Is it simple enough to be understood? Have you avoided ambiguous 
concepts?

❏ Is the data available, accurate, and reliable?

❏ Is it cost effective to collect and report the data?

❏ Can the data be collected and reported in one year?

❏ If it is an output, does it influence an outcome?

❏ Do you have a meaningful target? (reasonable, not stretch or too conservative)



Sample Measures and How To 
Improve

● “Obtain employment”
○ How many clients?
○ Part or full-time?
○ Temporary or permanent?
○ For how long?
○ Reduced use of public assistance?

● “Build a new Higher Ed building”
○ How many more students served?
○ How many more courses offered?
○ Improved student retention?
○ Improved ratings of programs of study in national rankings?

● “Contracts in place for arts grants during the pandemic”
○ How many clients served?
○ Percent of funded arts organizations still in operation?
○ Has access increased, i.e. has the cost of tickets increased?



Funding Item Example

Permanent Supportive Housing Project:

This item provides funding of $750,000 one-time in FY 2022 to construct 72 
one-bedroom rental units through a public-private partnership.

Assuming:

● Units are meant for people experiencing homelessness
● Construction will be completed in September 2021



Performance Measures & Mission

The Housing and Community Development line item mission is to 
"actively partner with other state agencies, local government, nonprofits, 
and the private sector to build local capacity, fund services and 
infrastructure, and to leverage federal and state resources for critical 
programs."



Funding Item Example
Utah County Permanent Supportive Housing:

Output: # one-bedroom units produced; # of people housed; % of 

units occupied But why?

● What is the client-level impact?

Outcome: % of clients in housing after six months (% not homeless)



Checklist: Assessing Measures
❏ Is it meaningful? Does it tie to the mission of the division/agency?

❏ Is it focused on customer needs and demands?

❏ Is it simple enough to be understood? Have you avoided ambiguous 
concepts?

❏ Is the data available, accurate, and reliable?

❏ Is it cost effective to collect and report the data?

❏ Can the data be collected and reported in one year?

❏ If it is an output, does it influence an outcome?

❏ Do you have a meaningful target? (reasonable, not stretch or too conservative)



What makes a good measure?

A performance measure should be:

● Meaningful e.g. Does it capture the basic purpose of providing information about value 
from taxpayer investment?

● Valid e.g. Does it accurately show what it is intended to show?
● Reliable e.g. Is the methodology well documented?
● Practical e.g. Is it “good enough” given existing constraints?
● Clear e.g. Is it well defined? Is it written in plain language?

https://gopb.utah.gov/wp-content/uploads/2023/05/Performance-Measure-Rubric-1.pdf


Performance Measure Format Template
Measure Creation:
I want to achieve (Goal) as measured by (Performance Measure)
Example: I want to achieve good health as measured by resting heart rate.

Measure Name:
Template: (Unit of measurement) of (observation)(qualifier)

● Unit of measurement: Number, Percentage, Rate, Inches, Minutes, etc.
● Observation: People, Hours, Rocks, Dollars, Miles, etc.
● Qualifier: Released from prison, spent on a project, to build a building

Example: Number of heart beats per minute when resting.

Target:
Target inputs should be a single number. When creating a target think of the following:
“I have made significant progress toward (Goal) when (measure) equals (target)”
Example: I have made significant progress to good health when my resting heart equals 60 
bpm.

https://gopb.utah.gov/wp-content/uploads/2023/05/Performance-Measure-Template.pdf


Special Guests



BREAK



Workshop

● Measure the impact of the additional funding

○ New FTEs? What will they do? 

● OUTPUTS and OUTCOMES

● NO TEXT TARGETS

● Tricky funding items = studies, buildings, legal expenses, pass through 

○ WE CAN HELP!



WORKSHOP RESOURCES

Colorado 
Evaluation & 

Action Lab

Tennessee 
Evidence-Based 

Budgeting

GOPB & LFA 
Performance 
Resources

Governing 
for Results 
Network 
Guidance

Metrics That 
Matter



BREAK



GROUP SHARE



What is CX?

What is a typical government process?

Renewing a driver’s license

Story Time



Driver’s License Division’s Mission

● What should their Line Item and any Funding 
Item measures look like?

● How should this align with their strategic plans?

● Where does CX fit into all of this?



How do we know the right solution?

● Identifying
● Understanding
● Informing
● Designing
● Measuring



Who has time for all of this?

Louise Schenk, 
Manager

Tramaine Jones, 
Data Analyst

Rachel Stone, 
Product 
Manager

Tania 
Vakhrycheva, 

Product 
Manager

CX Champion in 
your agency

Statewide Customer Experience Team Network



Our Work

Deep-Dive Service Design
Use qualitative methods on individual 

service  to identify opportunities for 
improvement, the shepherd ideas forward.

Interviews, ride-alongs, user testing, 
journey mapping, co-creation

Listening Infrastructure
Identify all the touchpoint and services 
the agency offers, and ensure they have 

feedback channels for each.

Qualtrics, Site Analytics, Constituent 
Panel



Corrections

Putting the microscope to a “Wicked Problem”

Add fidelity to our understanding of problem

User feedback 
to define 

assumptions

Refine 
assumptions 
with NGOs

Synthesize 
pain points

Generate and 
prioritize ideas 

for solutions Fixed glitch in 
Offender Search

SMS 
onboarding & 
offboardingEliminated 89% 

of negative 
feedback

Develop a 
Family portal

Now Next Later

WHAT WE DID FUTURE CHANGES



National Guard

Taking action on a well-understood problem

Clear picture of 
what drives 

members join and 
stay

Yearly survey to 
measure how 
members feel 

about each 
driver

Population-level data

Task to re-assign member’s work group

SMS with relevant benefits info

Appointment with a recruiter



Tax Commission

Listening at scale

Website Office Visit Support 
Conversations

Online 
Services

Appointment 
Booking

Online 
Payment

Email or 
Letter

Is this page 
helpful?

Was that faster or 
slower than expected?

Did I solve your 
problem?

Could you find a time that's 
convenient for you?

Could you pay the 
way you want?

Is this letter 
clear?

How hard 
was that?

Transcription 
and Sentiment 
Analysis for Call 

Center Calls



This Matters

Joy of buying a car

Freedom of a first driver’s license

Vulnerability of being taken advantage of

Worry of not getting paid

Excitement of a promotion



Strategic Plans
Focus and drive resources 
to the desired programs

How does this all fit together?

Performance Measures
Measure the desired 

outcomes

CX Program
Collects data to inform, 

measure, or design 
improvements



Great, but who has money for this?

It’s has been funded 
on an enterprise level 

for all agencies



WRAP UP!
Performance Measurement
 Training & Workshop



Still Have Questions…

Jill Curry Jeff Mottishaw Kimberly Madsen Tim BreeceHeidi Tak Rachelle Gunderson

GOPB
Senior 

Budget & 
Policy 

Analyst

GOPB
Director of 

Operational 
Efficiencies

LFA
Performance 

Initiatives 
Manager

LFA
Senior 

Operations 
Analyst

LFA
Operations 

Analyst

LFA
Financial 
Analyst



UPCOMING DATES

April 30th

Agencies propose 
performance measures 
and targets for funding 

items in 
Performance Prep 

July 1st

GOPB and LFA 
analysts with agencies 

have finalized each 
proposed funding 
item performance 

measure

August 15th

Agencies report on FY 
24 funding items  and 
line time performance 

measures in 
Performance Prep

https://budgetprep.utah.gov/
https://budgetprep.utah.gov/


SURVEY

Share your feedback with us. Thank you!


