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How it all fits togetherHow it all fits together



HistoryHistory
New York City created a data driven crime strategy New York City created a data driven crime strategy 
called called CompStatCompStat during the Giuliani Administrationduring the Giuliani Administration

Used statistics to monitor criminal activity and develop Used statistics to monitor criminal activity and develop 
prevention strategiesprevention strategies
Held precinct commanders accountable for crime reductionHeld precinct commanders accountable for crime reduction

BaltimoreBaltimore’’s s CitiStatCitiStat program represents an extended program represents an extended 
version of the same data driven strategy to the version of the same data driven strategy to the 
management of its municipal functionsmanagement of its municipal functions

Spent $20,000 on software and a meeting room to startSpent $20,000 on software and a meeting room to start





Why Change in Philadelphia?Why Change in Philadelphia?



Why Change?: Why Change?: Six Strategic ResultsSix Strategic Results

Public SafetyPublic Safety
Philadelphia becomes the safest large city in the countryPhiladelphia becomes the safest large city in the country

EducationEducation
Philadelphia becomes the countryPhiladelphia becomes the country’’s premier education citys premier education city

Jobs and Economic DevelopmentJobs and Economic Development
Philadelphia grows as a green cityPhiladelphia grows as a green city

Healthy and Sustainable CommunitiesHealthy and Sustainable Communities
Philadelphia neighborhoods are vibrant and livablePhiladelphia neighborhoods are vibrant and livable

EthicsEthics
Philadelphia demonstrates the highest standards for ethics Philadelphia demonstrates the highest standards for ethics 
and accountabilityand accountability

Customer Service and a High Performing GovernmentCustomer Service and a High Performing Government
Philadelphia becomes a national customer service leaderPhiladelphia becomes a national customer service leader
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What is a PerformanceWhat is a Performance
Management System?Management System?

CityCity’’s s 
Annual Annual 
BudgetBudget

Programs Programs 
and and 

Actions to Actions to 
Achieve Achieve 
ResultsResults

Performance Performance 
Monitoring & Monitoring & 

ReportingReporting

Citizen & Citizen & 
Employee Employee 
FeedbackFeedback

55--Year Financial & Year Financial & 
Strategic Plan Strategic Plan 

(Results & (Results & 
Measures)Measures)

• Budgeting is 
focused on results

• Town meetings, public       
hearings

• Citizen and customer  
surveys

• Focus groups

• PhillyStat  

• 311

• Work Order Management 
Systems

• Result focused planning 
and implementation

• Cross-departmental 
collaboration



What is 3What is 3--11--1?1?

Citizen call and Citizen call and 
walkwalk--in centers in centers 

CustomerCustomer--focused focused 
business processes business processes 

““One call is allOne call is all

Easier followEasier follow--upup

Ability to see Ability to see 
trends/service trends/service 
request data request data 

Improved delivery Improved delivery 
of City servicesof City services



Philadelphia Contact CenterPhiladelphia Contact Center
City Hall, Room 153City Hall, Room 153



33--11--1: 1: Tools We Can UseTools We Can Use



33--11--1: 1: Tools We Can UseTools We Can Use

DepartmentsDepartments

and agenciesand agencies

submit datasubmit data

templatestemplates

to report on keyto report on key

performanceperformance

indicators.indicators.



What is PhillyStat?What is PhillyStat?

Ongoing management discussions based on dataOngoing management discussions based on data

Data is visual (maps, charts, photos)Data is visual (maps, charts, photos)

MultiMulti--departmental and by Resultdepartmental and by Result

Focus on outcome measures; customer service Focus on outcome measures; customer service 
standardsstandards

Transparent (publicly attended, broadcasted)Transparent (publicly attended, broadcasted)



City of Philadelphia

2007 Shooting Victims by 
Police District

22nd District has the highest number of shooting victims - 159

Map of Police Map of Police 
DistrictsDistricts

9 Targeted 
Districts

(12, 14, 15, 18, 19, (12, 14, 15, 18, 19, 
22, 25, 35, 39)22, 25, 35, 39)

PhillyStatPhillyStat: : 
Performance Performance 

DataData



Map of Litter Map of Litter 
Incidences with Incidences with 

9 Targeted 9 Targeted 
Police DistrictsPolice Districts

(12, 14, 15, 18, 19, (12, 14, 15, 18, 19, 
22, 25, 35, 39)22, 25, 35, 39)

PhillyStatPhillyStat: : 
Performance Performance 

DataData



How it all How it all 
fits togetherfits together



““A city we can all brag aboutA city we can all brag about””

Customer Service and a High Performing Customer Service and a High Performing 
GovernmentGovernment



THANK YOUTHANK YOU
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