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• Present and discuss City of Vaughan’s approach to developing 
the performance measurement scorecard

• Focusing the Strategy - Transformational Journey 

• Executing the Refocused Strategy

• Utilization of ClearPoint for our dashboards
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Introduction

Implementing a Strategy and Performance 
Measurement Scorecard for the City of Vaughan
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• Located in Southern 
Ontario, Canada –
Greater Toronto Area

• Population 
approximately 310,000

• Lower Tier - one of York 
Region’s local 
Municipalities

• Approximately 1500 
staff at the City of 
Vaughan

City of Vaughan

https://www.google.ca/imgres?imgurl=http://ideasbuilt.ca/images/cov/2.jpg&imgrefurl=http://ideasbuilt.ca/index.php/clients/47-civic-institutional-1/159-enim-ultrices-13&docid=t5WEDJ7GuxAXTM&tbnid=Oubx4HbA6X5VuM:&w=650&h=488&ved=0CAIQxiBqFQoTCPfB8KzQ-cgCFcl2PgodOAkK6g&iact=c&ictx=1
https://www.google.ca/imgres?imgurl=http://ideasbuilt.ca/images/cov/2.jpg&imgrefurl=http://ideasbuilt.ca/index.php/clients/47-civic-institutional-1/159-enim-ultrices-13&docid=t5WEDJ7GuxAXTM&tbnid=Oubx4HbA6X5VuM:&w=650&h=488&ved=0CAIQxiBqFQoTCPfB8KzQ-cgCFcl2PgodOAkK6g&iact=c&ictx=1


4

Providing a range of 
services…….



Our Strategic Plan  
Vaughan Vision 2020 
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We couldn’t consistently demonstrate 
how we were doing at achieving the 
goals/objectives in our Strategic Plan and 
Operational Business Plans

Implementing a Strategy and Performance 
Measurement Scorecard

Opportunity

Challenge

The development of a Scorecard to 
support the Strategy
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Vaughan Vision 2020 – Timeline

2007
• Vaughan Vision 2020 was approved by Council

Annually
• Review of priority initiatives

2013

• Update document with defined goals and themes 
and priority initiatives

• Started process of developing performance measures 

2014

• Implementation of corporate performance 
measurement tool
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“engaging employees and leading impactful 

change….by better using technology”



Why is Measuring Performance Important?

1. Support the City Strategic Plan

– Monitor progress, Provide a way to see if our strategy is 
working

– Are valid, to ensure measurement of the right things

– Are verifiable, to ensure data collection accuracy

2. Tell your story

– Accountability to the citizens, Demonstrating value for tax 
dollars

– Are explicitly defined in terms of owner, unit of measure, 
collection frequency, data quality, expected value (targets)

3. Support the Budget / Resources
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“if you can’t measure it, you 

can neither manage it nor 

improve it"



Why is Measuring Performance Important?

4. Improves Performance
– Best practices, benchmarking, innovation
– How much are we doing?
– How well are we doing it?
– Is anyone better off? Are our citizens 

satisfied?
– Information is used to enhance the decision 

making process

5. Empowers Employees
– Focus on results, not activities
– Focus employees' attention on what matters 

most to success
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How Do We Measure Up?

•Launched “How Do We Measure Up” 
website

•Using ClearPoint to manage 
performance measurement data
Strategic 

• Linked to VV2020
• Public facing performance measures

Operational
•Dashboards for each department
•Performance measures and 

departmental initiatives

2
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Performance Measurement Dashboard (External)

URL: www.vaughan.ca/MeasureUp
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http://www.vaughan.ca/MeasureUp


Performance Measurement Dashboard (External)

URL: www.vaughan.ca/MeasureUp
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http://www.vaughan.ca/MeasureUp


Performance Measurement Dashboard (External)

URL: www.vaughan.ca/MeasureUp
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http://www.vaughan.ca/MeasureUp


Sustaining Momentum, Building Capacity and 
Focus Transition Plan

2
0

1
6

• New Leadership at the City of Vaughan

• Reviewed VV2020 

• Conducted an assessment and review of the City’s 
initiatives

• Developed a refocused plan – Service Excellence Strategy 
Map

• Developed a process to communicate the City’s direction 
and key priorities for that year and the balance of the 
term of Council

• Committed to on-going monitoring and regular reporting

• Aligned our Performance measures to the new strategy 
map
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The Background: Current Environment

• One of the fastest 
growing 
municipalities in 
Ontario

•Vaughan Vision 2020 – Strategic 
Plan

•Changing Citizen expectations for 
Service Delivery

•Different priorities / many 
corporate initiatives

•Commitment to keep 
annual tax rate targets 
no higher than 3% each 
year for this Term of 
Council (2014 – 2018)

• New Leadership 
• Staff readiness for 

change
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Service Excellence Strategy - Drivers

Perceptions of:
1. Timeliness 
2. Outcome 
3. Value of service: 

satisfaction, quality, 
benefit 

4. Courtesy 
5. Fairness 
6. Knowledgeable service 

providers 
7. Financial Sustainability 
8. Quality of life 
9. Accessibility 

Drivers

Operational 
Performance

Citizen 
Experience

Direct / Reciprocal 
Correlation

Direct / Reciprocal 
Correlation

Direct 
Correlation

Confidence & 
Trust in the City 

of Vaughan

Causal
Relationship

1. Identification, assessment, response to risk.
2. Continuous improvement and service innovation framework / 

mindset.
3. Understanding Stakeholder issues and expectations
4. Defined service levels endorsed by Council and informed by citizens.
5. Informed decision-making and effective management practices.
6. Clear internal/external communication about service levels, 

operational performance, and improvement priorities.
7. Service delivery processes, enabling technologies, accountabilities 

and resources aligned with service levels.
8. Appropriate investment in capital assets and supporting technology
9. Capability and capacity to meet service level objectives.

Drivers

Drivers

Perceptions of:
1. Community Sustainability 
2. Quality of Life 
3. Reputation of Government 
4. Accountability and Fiscal Responsibility
5. Oversight, Controls, Evaluation, Enforcement
6. Transparency
7. Social/cultural factors
8. Environment 

Staff 
Engagement

1. Perceptions of managers 
2. Career path; advancement 

opportunities 
3. Perceptions of leadership 
4. Relationships with co-workers
5. Leadership, learning and development 
6. Recognition
7. Managing performance 
8. Work processes 
9. Sense of direction
10. Sense of accomplishment 
11. People / HR practices 
12. Resources, capacity and competence 

Work/Life balance 

Drivers
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Term of Council Service 
Excellence Strategy 
Map
(2014 – 2018)
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We’ve Accomplished A Lot and Built Momentum

20182015 2016 2017 2019

We have come 

together as a 

leadership 

team

Developed 

our shared 

vision

Staff and 

Council 

buy-in

Unanimous 

Council 

approval and 

high staff 

expectations

New project 

managers , 

procurement staff, 

and $2.1M for 

Service Excellence

The 

Resources 

We Need



We Are Committed to Continuing

20192016 2017 20182015

Plan for the 

“Bottom of 

the House”

Plan for 

the “Top 

of the 

House” Identified key 

activities and 

project teams 

to deliver

Clarify roles & 

responsibilities, identify 

risks, and performance 

measures. 

Ongoing 

Refinement
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Term of Council Service Excellence 

Strategy Map
SEPTEMBER 2015                             

Council approval of the 
Term of Council Service 

Excellence Strategy MapDECEMBER 2015                             
Council approval of the 
2016 Budget and 2017-

2018 Plan, including 
resources to execute on 

the Strategy Map.

APRIL 2016                             
Council approval semi-

annual progress 
reporting and allocation 

of funding to Service 
Excellence Strategic 

Initiatives.

SEPTEMBER 2016
First progress report to 

Council
.

April Onwards
SMT progress reports as 
part of our commitment 

to accountability and 
transparency

.
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Progress Report Dashboard

Issues identified

1

2

3

4
5

Latest update for each 

activity

Q2 Capital 

Budget and % 

Spent

Start/End Dates

Activity status 

indicator



Monthly Progress Reports
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Alignment of our Performance Measures

2016

• Reviewed VV2020 - Develop an understanding of how the 
corporation was organized and performing on the 
promises outlined in the existing Strategic Plan

• Conducted an assessment and review of the City’s 
initiatives

• Developed a refocused plan – Service Excellence Strategy 
Map

• Developed a process to communicate the City’s direction 
and key priorities for that year and the balance of the term 
of Council

• Committed to on-going monitoring, regular reporting and 
measuring progress

• Aligned our Performance measures to the new strategy 
map
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Operational Measures – each department 
selected some performance metrics specific to 
its operations

– Are we responding to the data?

– Are they useful or meaningful measures

Strategic Measures – overarching metrics that 
provide context to how well the City is doing 
overall – linked to VV2020

– Have not been aligned to the Service Excellence 
Strategy Map

– Are we responding to the data?

– Are they useful or meaningful measures

Performance Measurement – Current State
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Performance Measures Review

What is the result we are trying to achieve?

29

What are the best performance measures?

What are the potential performance measures?

1

2
• How much do we do? How productive are we?

• How well do we do it? Are we doing the right things?

• Is anyone better off? Are we doing things right?

• Do they reach a broad audience? Do people understand what this 
measure means?

• Does this indicator say something of central importance about the 
result? Is this measure a good proxy for other indicators?

• Is there quality data for this measure on a timely basis? To be 
credible, the data must be consistent and reliable. And timeliness is 
necessary to track progress

3
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Performance Measures Review



ClearPoint 2.0

2017

• Preparing our second Report to Council

• Develop a Revised Template 

• Performance Measures mapped to the Service 
Excellence Strategy Map

• Continued integration of performance measures 
into our department business plans

• Roll-Out of ClearPoint 2.0

2
0

1
7
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ClearPoint 
Reporting 2.0
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ClearPoint Reporting 2.0: Department Overview
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ClearPoint Reporting 2.0
The Key Activity Page

1.

2.
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1.

2.
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Service Excellence Bi-Annual Report to Council
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Utilization of the Dashboard System

Creation of a business framework used for tracking 
and managing our Service Excellence Strategy Map

– Describes our strategy

– Measures our strategy

– Tracks the actions we are taking to improve our results
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http://tolgadurdu.files.wordpress.com/2010/04/1598_strip_print.gif
http://tolgadurdu.files.wordpress.com/2010/04/1598_strip_print.gif


Embracing a Performance Measurement 
Dashboard – How are we Doing?

 Creating capacity so that resources can be aligned to be more 
effective and productive

 Aligning priorities, people, processes and technology

 Increasing efficiency

 Recognizing performance measurement as an on-going process 

 Engaging employees - Getting stakeholders’ buy-in to be successful

 Grounding performance measures with the results being achieved

 Focusing employee’s attention towards what matters

 Analyzing historical trend and benchmarks with other 
municipalities/governments/private sector

 Improving citizen experience - Leading impactful change 

 Demonstrating value for tax dollars

K
EY

 M
ES

SA
G

ES
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Questions?
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Implementing a Strategy and Performance 
Measurement Scorecard for the City of 
Vaughan 

www.vaughan.ca/serviceexcellence

http://www.vaughan.ca/serviceexcellence

