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Performance Management overview

Accomplishment in the past ~12 weeks

« Developed manager survey to baseline current state
performance management practices

« Conducted 1-on-1 interviews with unit leaders to
identify forward priorities for performance management

 Reviewed and assessed metrics currently tracked for
OCA quarterly reporting °

« Drafted roadmap and playbook, including “goal setting
and performance management” workshops for unit

leads and managers

« Started piloting playbook with IT Ops and Digital
Services teams (e.g., unit-lead and manager workshops)
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NeXxt steps

0 Continue implementation
of playbook (e.g., manager
level workshops with Cyber
team)

Od Engage with additional
units for goal setting and
performance dialogue
training

Qd Summarize learnings for
potential knowledge and
best practice sharing
across other DC agencies



OCTO is embarking on a journey to
improve Performance Management

4 common themes around Performance Management
emerged from the Skills Assessment Survey

Emerging themes

Voice of our managers

Our teams are focused on output (but
not always on outcome)

While most teams are tracking
metrics, what they track are not
always aligned to unit and OCTO
priorities

Performance metrics are challenging
due to a lack of consistent tracking

We have the opportunity to nurture a
culture and mindset that is more
performance driven
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We tend to think ‘if we can knock off
these 10 things on a list, we have
achieved our goal’

It is not always clear how our work
at the team level fits into the
greater vision

It’s hard for me to know how my
team is performing without the
right data being presented

Some team members sees
performance discussion as punitive,
rather than a way to support their
growth and success at OCTO

[Preliminary

Near-term priorities

Define and implement a
standardized goal-setting process
for all OCTO teams

Review and refine the metrics we
track, and link them to outcomes

Integrate a performance tracking
tool and recurring performance
dialogues into our week-to-week
activities

Promote a performance driven
culture and mindset



The implementation of new PM tools and processes
follows a 5-phase approach
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(@Refine

O Quarterly/semi-
annual team goal

Continuous update

O Satisfaction
survey of goal-
setting process

O Review G Learn @®Design

O Working sessions Q Workshop(s) for O Working sessions
with senior managers and team with team members
leadership to review members on goal- led by managers to
and refine OCTO's setting define goals
iSrEirt?i;iigvleCs?:{‘\edc E\I/Delz’ a Training session for a Al.ignment session
to be SMART and executive team on Wll:.h tea‘m managers
relevant performance to identify overlaps &

dialogues gaps and update
priorities

Change Management (ongoing)
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|
(®Implement

QO Bi-weekly team — |
performance ‘
dialogues based on
performance metrics

1‘]‘/\\
H

O Quarterly executive
team performance
dialogues with key
team stakeholders
based on metrics
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To better define performance, there has been an
effort to refine objectives and KPIs at the unit level

Detail to follow

to be used to guide goal
setting at the team-level

Over the course of goal-setting working sessions, leaders have .
refined and developed unit-level goals according to best

practices...

Chaprer Tome.

Opportunities to improve performance management [Preliminary

Current state

Future state

Deep dive: performance metrics

Metrics (current)

Metrics (aspiration)

Unit goals

and priorities  look ke for your
unit? What are unit
level goals? Where do

Metrics What metrics
(against unit goals

they be used?

todrive performance

(especlly for schools)
Neog teams to track utization feg. Troy]
2% Think we'e spending 3t of mony we dorit need

t0spen
Askad teams to rack theiracttes (e, baseine of
What teams do quartery}

Teams Which of the metrics
translatable to team
level goals? Are they
actionable by teams?

Have asked the managers o set goals for theit-

DCNET ook different. we are frying toget tothe
it where we track all actuaties (making 62y to

g e sset keycle and being aleto
repice m hancelon srbe provng orecasteor
Sohrcas] Sheries we wal il you of to e

Spend on legacy devices upkeep
Quality of services

Level of customer satisfaction
Utilization

Quarterly activities

Ticket information

Issue by type

Forecasts of demand of services and
hardware

Currently we have an issue with
uptime- we need to tie this to whether
the end user can actually access this or
not

-« CSAT score (overall)
jow does this make the customer
feel

# of major outages/issues

Budget (this is more about project

though, not a program)

+ Tickets created vs. closed (but that data
doesn't mean much because it could
just be all password resets)
Unplanned outages
Delivery of new services

- Hot ticket items (outagesfissues)
Roadmap for this week

What will follow is
the WHY behind
the numbers

Cascading goals

Forecat o eces s harare relacemant
Forne 1o et o e oo scoss ears
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Chapter Tome

Goal-setting guide: IT Operations Preliminary

ClFeasivle

ot Exhaustive

Example metrics For discussion

Uvarage wait Hmas t c2b canter * What are the top 2-3 priorities / goals of the IT

= % of calls resolved within X minutes.
= Average customer satisfaction rate,
net promoter score (NPS)

- #of per quarter
= Average time to full recovery

* Average time to resolve mainframe.
issues
% of data center requests fulfilled
Wwithin set time period

Average time from Incident to
response (communication)

Average time from incident to
resolution owner assignment

* #of network outages per quarter,

Operations & Maintenance by cause

= Average time to full recovery

wocto
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Operations Unit?

~ What reports are frequently requested from leadership?

* What metrics could help you understand how you and
your teams are performing against these goals?

* What KPIs are feasible for your unit to track and report?

© Goall

Metric A

Metric B

Goal 2
Metric A

Metric B

Goal3
Metric A

Metric B
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Cascading goals

Indivi-

dual




[Preliminary

Unit-level goals and KPIs aim to measure our
performance against 5 “dimensions of excellence”

Reliability Maintain a high level of system availability and deliver quality services
in a timely fashion

) Value Produce products and services in a resource-effective way and drives
impact for the District’s residents and businesses

Customer Exceeds our customers’ expectations and continuously improve the

Satisfaction agency and end-user experience
Cyber Guarantee a safe and secure IT infrastructure and commit to risk-

Security mitigation best practices

W Organizational Build a positive workplace that embraces collaboration, equity and
Health inclusion, and talent retention

Unit-level goals and KPIs to follow

| Office of the Chief Technology Officer . .
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For discussion: IT Ops goals (1/2)

Dimension of excellence () Primary ') Secondary

B o, 0 L &

2 3 % 3 &

Goals Metrics ¢ 5 & & o
Improve system Freqguency of unplanned outages (#/period) Q) 5
availability Uptime (network and/or servers) (%) Q) (4
Exposure to cyber security risk (e.g., # of days to restore after outages) Q) (4
Avg time to mitigate incident (# of days) Q) ()
Total number of changes (#) Q) o
Unplanned service disruptions related to changes (#) © ()
Time to resolution (days) Q) o
Value losses of unplanned service disruptions caused by scheduled changes(est. $) Q) 05
Improve service Time to respond to service request (days) Q) (4
delivery Time to provide/replace end-user device (days) Q) (4
Customer satisfaction (e.g., CSAT) © (>
Cost per ticket ($) © &

Number of active tickets (# or %)

O

Recategorized tickets (# or %)
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For discussion: IT Ops goals (2/2)

Dimension of excellence () Primary ') Secondary

(3 :
2 s 8 %
= v o
Q 9 . = £
2 3 48 2 @
° [} (L =3 > A
Goals Metrics e > O O o
Improve service Share of projects that are well-planned (e.g., based on PMO metrics) @ '\f._f‘,
delivery (cont.)
On-budget delivery and cost optimization (e.g., share of projects on budget) © (>
Share of core services with SLA’s defined (%) Q) 0
Share of core services with OLA’s defined (%) © 0
Simplify/optimize Share of devices that are legacy (%) Q)
service portfolio Spend on legacy devices upkeep ($) @
Time to replace legacy devices with new devices (years) © &
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For discussion: Digital Services

Dimension of excellence

Goals Metrics

|Preliminary

() Primary .-’ Secondary
[d :

Cust. Sat.
Cyber Sec
Org. heal

Value

Improve speed and Share of delivery to customers that is on-time (%)

CEEINAEENEL A CIN Time between user feedback and launch of feature (days)

(O] (©) | Rreliability

our customers
Customer satisfaction (CSAT)

Share of core services with SLA’s defined (%)

Share of core services with OLA's defined (%)

O|©

Share of projects that are well-planned

On-budget delivery and cost optimization (e.g., share of projects on budget)

Increase data Diversity and volume of data

availability Number or data pulls by agency (#)

O|OOO

Stakeholder feedback on data availability/accessibility (e.g., CSAT)

Frequency of training sessions for agencies (#/period)

Drive adoption of

enterprise tools # of agencies adopting enterprise tools

.~ .~
~7 ~7

Share of agency IT spend on enterprise tools (%)

OO O

~

Deliver user-centric Number of new initiatives launched with partner agencies (3)

~7 ~7

~

experience (DX team ) Success of initiatives launched (e.g., agency feedback, end-user feedback)

(IR N TR I TSR B BT | I T |

OO

~7

Reduce security # of repeated vulnerability

©

vulnerability Time to remediation of identified security vulnerability (days)

AN
"
1A
7
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For discussion: Cyber Security

Dimension of excellence () Primary ') Secondary

[d :
2 s & %
= S v o
Q 9 . = £
() =5 - (] .
. ST s 5 5 P
Goals Metrics e > O O o
Reducing cyber % of on time monthly patching out of all patching performed o Q)
security risk Access control policy audited (#) (2 ©
exposure .
% of resolved security waivers out of all security waivers L Q)
Avg time to mitigate incident (# of days) 05 Q)
# of applications scanned per month o Q)
# of Critical/High vulnerabilities detected on Internet-facing applications o Q)
# of days taken to remediate Critical/High/Medium vulnerabilities 0 Q)
# of Critical/High/Medium/Low detections per month 0 ©
# of systems protected o Q)
# of trainings provided annually Q)
% of staff trained in cyber security annually @)
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For discussion: Cross-cutting

Dimension of excellence () Primary ') Secondary

. £

2 s § =

= T un 0

a8 o N = =

2 3 48 2 @

° [} (L =3 > A

Goals Metrics e > O 0 ©
Overall customer Customer value realization attributable to OCTO work (e.g., people-hours or cost O O
feedback savings, constituent service delivery speed) =
End-customer CSAT or Net Promoter Score across all products and services ©
Customer effort score (e.g., How hard was the process?) @
Improved support BSSSENRICCI0) © O
services Number of active tickets (# or %) ©
Recategorized tickets (# or %) ©
Share of incidents reported via self-service portal via ticket (%) Q) 0

~
\
~7

Share of incidents closed at each support Tier (1-3; lower tiers are better) (%)

Share of incidents resolved without dispatch (%) Q) o
First-touch resolution rate (%) @
Employee Employer satisfaction (e.g., “Net Promoter Score” for OCTO as an employer)
satisfaction Job satisfaction rate (% of employees report being satisfied)

Employee attrition (% of team members voluntarily leaving in a FY)

OO

Satisfaction around performance management process (e.g., mid-year survey with
managers and team)
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OCTO Performance-Management Roadmap

Proposed timing

Identify what matters

~Q1 FY22

Establishes
baseline

~Q2-Q3 FY22

Develop priority
KPIs and
initiatives

~Q4 FY22

|Preliminary

Monitor and
management
performance

FY23 & beyond

Focus areas

Workshops with unit
leaders and
managers to define
unit-level goals and
potential KPIs

Establishing of
baseline for selected
KPls, leveraging new
and existing tools
(e.g., ServiceNow)

Analysis of baseline
metrics and
refinement of
initiatives included in
internal and OCA
reporting

Continued
refinement of goals
and KPIs based on
organization’s priority
and learning from
ongoing performance
tracking

Outcomes &
deliverables

Alignment around
unit-level aspirations
and preliminary KPIs

A

Baseline for selected
KPlIs

We are here
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Buy-in on new KPIs
for OCA reporting and
priority initiatives

“Living” list of KPlIs for
each unit and team,
aligned with OCA
reporting metrics

12



Appendix
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Tentative metrics

Reliability

1. % of high availability and disaster recovery in place and tested within the past year

2. % of uptime in Solarwinds

3. #ofincidents

4. Incident response time (amount of time that passes between an incident report and resolution)

5.  First-touch resolution rate (including knowledge center/self-help guides as a first touch)

6.  Share of core services with SLA’s defined (%)

7.  Share of core services with OLA’s defined (%)

8.  Share of incidents reported via self-service portal (via ticket) (%) (e.g., pushing more toward Tier O support)
9. Share of incidents closed at each support Tier (1-3; lower tiers are better) (%)

10. Share of incidents resolved without dispatch (%)

11. Total number of changes (#)

12. Unplanned service disruptions related to changes (#)

Value

1.  Share of new customers out of all customers (%)

2. Share of repeat customers (%)

3.  Cost per ticket (S)

4.  Average time to close ticket/deliver solution/resolve issue (days)
5.  Number of active tickets (#)

6. Recategorized tickets (#)

7. Incidents with no known resolution (# or %)

8.  Customer value realization attributable to OCTO work (e.g., people-hours or cost savings, constituent service delivery

speed)
9.  Share of projects that are well-planned (e.g., based on PMO metrics)
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Tentative metrics

Cybersecurity

1.

2
3.
4

% of on time monthly patching out of all patching performed
Access control policy audited (#)

% of resolved security waivers out of all security waivers

Avg time to mitigate incident (# of days)

Customer Satisfaction

ounkpwNE

Customer Satisfaction survey (e.g., impact toward customer mission, customer effort, rating of specific OCTO team)
On-time delivery of product, service, or project

Share of customers that required additional support (%)

Share of customers that find additional support adequate (%)

CAST or Net Promoter Score

Incident/ticket/service request reopen rate (%)

Organizational Health

1.

2
3.
4

Employer satisfaction (e.g., “Net Promoter Score” for OCT as an employer)

Satisfaction: Job satisfaction rate (total # of employees who report being satisfied/total number of employees)
Pay equity

Employee attrition (% of team members voluntarily leaving in a FY/total number of team members)
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