Operational Metrics for Town Government Operations June 2025

Below is a structured overview of key operational metrics—often expressed as key
performance indicators (KPls)—that towns use to measure effectiveness, efficiency, and quality
across core departments and services.

1. Financial Performance

o Budget Variance
Tracks the difference between budgeted and actual revenues and expenditures.
Formula: (Actual — Budgeted) / Budgeted x 100%
e Revenue per Capita
Total annual revenue divided by town population.
« Expense per Capita
Total annual operating expense divided by town population.
« Debt Service Ratio
Debt service payments / Total revenues.

2. Public Safety

o Crime Rate
Number of reported crimes per 1,000 residents.
e 911 Call Response Time
Average time from call receipt to dispatch.
e Fire Response Time
Average time from alarm activation to fire unit arrival on scene.
o Emergency Medical Services (EMS) Response
Average time from call receipt to patient contact.

3. Public Works & Infrastructure

o Pavement Condition Index (PCI)

Composite score (0—100) representing street network condition.
o Water Main Break Frequency

Number of breaks per 100 miles of water main annually.
« Waste Collection Timeliness

Percentage of scheduled pickups completed on the correct day.
o Sidewalk Repair Backlog

Linear feet of sidewalk pending maintenance.

4. Permitting, Planning & Development

o Permit Processing Time
Average days from application submission to final decision.
o First-Review Approval Rate
Percentage of plans approved without requiring resubmission.
e Number of Permits Issued
Total building and zoning permits granted per period.
e Inspection Pass Rate
Percentage of projects passing final inspection on first visit.
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5. Citizen Engagement & Service Satisfaction

e Service Request Response Time
Average hours/days from citizen request to resolution.
o Resident Satisfaction Index
Composite score (e.g., via survey) on overall town services.
o Net Promoter Score (NPS)
Likelihood residents would recommend town services to others.
o Website/User Portal Uptime
Percentage of time the online portal is fully operational.

6. Human Resources & Workforce

o Staff Turnover Rate
Annual number of separations / Total positions.
e Vacancy Rate
Open positions / Authorized positions.
e Overtime Hours per Employee
Total overtime hours / Total employees.
e Training Hours per Employee
Average professional development hours annually.

7. Efficiency & Productivity

Metric Definition

Cost per Service Transaction Operating cost / Number of transactions (e.g., permits,
calls handled)

Work Orders Closed per Total work orders completed / Number of field
Technician technicians

Meetings Held vs. Meeting Goals | Number of departmental meetings achieving predefined
outcomes / Total held

8. Asset Management & Capital Projects

« Capital Project Completion Rate

Percentage of capital projects finished on time and within budget.
e Asset Condition Index

Weighted score assessing condition of major assets (buildings, vehicles, parks).
e Preventive Maintenance Compliance

Scheduled maintenance tasks completed on time / Total scheduled.

9. Environmental & Sustainability

e Recycling Diversion Rate

Tons recycled / Total tons of waste generated.
e Municipal Energy Consumption

kWh used per square foot of town-owned facilities.
e Greenhouse Gas Emissions

Metric tons CO,e from municipal operations.
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Water Use Intensity
Gallons water used per town-owned building square foot.

Next Steps & Best Practices

1.
2.
3.
4.
5. Review metrics quarterly and adjust as town priorities evolve.

Define objectives for each department and align metrics to strategic goals.

Establish reliable data sources (e.g., GIS, work-order systems, financial software).
Set baseline values and SMART targets (Specific, Measurable, Achievable, Relevant,
Time-bound).

Automate data collection and reporting via dashboards to enable real-time monitoring.

By adopting these operational metrics, a town can ensure transparency, drive continuous
improvement, and enhance service delivery to residents.

Prepared by: Kenneth J. Sousa, PhD
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