




































LEGISLATIVELY ADOPTED 2009-11 KEY PERFORMANCE MEASURES
AGENCY NAME: ADMINISTRATIVE SERVICES, DEPARTMENT of

Mission: Lead the pursuit of excellence in state government.

Legislatively Adopted KPMs for 2009-11 Agency Request Most Current
 Result

Target
 2010

Target
 2011

Customer
Service Category

#

Approved KPMFORECAST RELIABILITY - Percent of Advisory 
Committee and Council Members who rank the reliability 
of the Office of Economic Analysis' forecasts as good to 
excellent.

92.32

Approved KPMFINANCIAL REPORTING - Number of years out of the 
last five that State Controller's Division wins GFOA 
Certificate of Achievement for Excellence in Financial 
Reporting.

5 5 53

Approved KPMSTATE WORKFORCE TURNOVER - Annual turnover 
rate for the state workforce.

5.4 5.5 5.54

Approved KPMSTATE WORKFORCE DIVERSITY - Racial/ethnic 
diversity in the state workforce as a percentage of the total 
civilian labor force.

70 100 1005

Approved KPMFLEET ADMINSTRATION - Statewide Fleet 
Administration evaluated as effective by independent 
party.

6

Approved KPMRENT COSTS - Uniform rent costs per square foot as a 
percent of private market rates.

81 90 907

Approved KPMIT GOVERNANCE - Percent of the state's major IT 
projects with a budget or schedule variance of plus 5% as 
reported in the quarterly major IT project portfolio report 
for which a mitigation plan is submitted in response to a 
DAS requirement.

100 100 1008

Approved KPMCUSTOMER SERVICE - Percent of customers rating 
their satisfaction with the agency's customer service as 
"good" or "excellent": overall customer service, 
timeliness, accuracy, helpfulness, expertise and 
availability of information.

65.2Accuracy 90 909
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AGENCY NAME: ADMINISTRATIVE SERVICES, DEPARTMENT of
Mission: Lead the pursuit of excellence in state government.

Legislatively Adopted KPMs for 2009-11 Agency Request Most Current
 Result

Target
 2010

Target
 2011

Customer
Service Category

#
Approved KPMCUSTOMER SERVICE - Percent of customers rating 

their satisfaction with the agency's customer service as 
"good" or "excellent": overall customer service, 
timeliness, accuracy, helpfulness, expertise and 
availability of information.

63Availability of 
Information

90 909

Approved KPMCUSTOMER SERVICE - Percent of customers rating 
their satisfaction with the agency's customer service as 
"good" or "excellent": overall customer service, 
timeliness, accuracy, helpfulness, expertise and 
availability of information.

74.7Expertise 90 909

Approved KPMCUSTOMER SERVICE - Percent of customers rating 
their satisfaction with the agency's customer service as 
"good" or "excellent": overall customer service, 
timeliness, accuracy, helpfulness, expertise and 
availability of information.

72.9Helpfulness 90 909

Approved KPMCUSTOMER SERVICE - Percent of customers rating 
their satisfaction with the agency's customer service as 
"good" or "excellent": overall customer service, 
timeliness, accuracy, helpfulness, expertise and 
availability of information.

65.9Overall 90 909

Approved KPMCUSTOMER SERVICE - Percent of customers rating 
their satisfaction with the agency's customer service as 
"good" or "excellent": overall customer service, 
timeliness, accuracy, helpfulness, expertise and 
availability of information.

65.8Timeliness 90 909

Approved KPMPROCUREMENT EFFECTIVENESS - Estimated savings 
resulting from price agreement pricing compared to prices 
that would be paid without the benefit of a price 
agreement.

11.112

Approved KPMRISK MANAGEMENT - Annual number of: a) worker's 
compensation; b) liability; c) property; and, d) total claims 
per 100 FTE.

5.8313
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AGENCY NAME: ADMINISTRATIVE SERVICES, DEPARTMENT of
Mission: Lead the pursuit of excellence in state government.

Legislatively Adopted KPMs for 2009-11 Agency Request Most Current
 Result

Target
 2010

Target
 2011

Customer
Service Category

#
Approved KPMSUSTAINABILITY - Percentage reduction in greenhouse 

gas emissions.
14

Approved KPMDATA CENTER - Percentage of time systems are 
available.

99.96 99.9 99.916

Approved KPMINFORMATION SECURITY - Overall information 
security maturity rating based on a sample of state 
agencies. Rating achieved using a compilation and 
aggregate score based on the ISO 27002 standard and 
assigning a rating using the Carnegie-Mellon Capability 
Maturity Model. (3rd party conducting information 
security business risk assessments)

2.5 323

Legislative DeleteE-GOVERNMENT - Percent of agency business process 
that have been automated: a) customer to agency; b) 
customer to agency to accounting system (end-to-end).

11.549

Legislative DeleteINFORMATION SECURITY - Percentage of actions 
identified in HB 3145, or the resulting Enterprise Security 
Office Strategic Plan, completed on time.

8510

Legislative DeleteINFORMATION SECURITY BUSINESS RISK - 
Percentage of identified business risk that is remediated.

7911

Legislative DeleteHEALTH POLICY - Percent of key healthcare policy 
stakeholders who rate the a) usefulness, b) objectivity, c) 
reliability of healthcare data provided by Office for Health 
Policy and Research (OHPR) as good or excellent.

15
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Sub-Committee Action:
The Subcommittee approved the LFO recommendation on key performance measures.

LFO Recommendation:
Approve the following KPM changes requested by the agency:

Delete KPM #9 - E-Government
-  This measure has not proven to be a comprehensive or informing measure, as there are too many intangibles (agency readiness, 
diversity of business processes, etc.) affecting the data.  The agency will likely be moving to a new E-Government 
approach/strategy in 2009-11 and will look for opportunities to develop a different measure.  No replacement measure 
recommended at this time.

Delete KPM #10 and #11 relating to Information Security and replace with a new measure, which is Proposed KPM #23.
-  The new measure will use data from information security risk assessments to develop an information security maturity rating.  
This change will provide a better baseline for improvement over time and reflects a common standard the agency can use to 
compare the state's compare progress/effectiveness with that of other public or private entities.

Delete KPM #15 on Health Policy
-  The Office for Health Policy and Research is no longer part of the Department of Administrative Services, so this measure is no 
longer applicable.

Additional recommendations:

DAS has identified several other measures for deletion, some of which were just adopted in 2007-09.  The agency also proposed 
several new measures.  The Legislative Fiscal Office recommends the agency take time to revisit these proposals during the 2009-
11 biennium and track/review data for the proposed measures to ensure they will prove to be 1) good tools for assessing 
performance and 2) measures that will have some staying power over time.  

The agency indicates it will be updating its strategic plan during the 2009-11 biennium.  This activity, along with adjustments the 
agency will be making to handle the current budget situation, may very well lead to alternative ways of doing business that may 
need a different type of assessment or measure.  LFO recommends the agency not make any changes to its current performance 
measures - other than those changes noted above - until some of these dynamics play out.
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