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WHY CHANGE?WHY CHANGE?
Six Strategic ResultsSix Strategic Results

Philadelphia becomes a national 
customer service leader

CUSTOMER SERVICE 
& A HIGH 
PERFORMING 
GOVERNMENT

Philadelphia demonstrates the highest 
standards for ethics and accountability

ETHICS

Philadelphia neighborhoods are 
vibrant and livable

HEALTHY & 
SUSTAINABLE 
COMMUNITIES

Philadelphia grows as a green cityJOBS & ECONOMIC 
DEVELOPMENT

Philadelphia becomes the country’s 
premier education city

EDUCATION

Philadelphia becomes the safest large 
city in the country

PUBLIC SAFETY



3

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



Goals of the Performance NetworkGoals of the Performance Network

Develop network throughout the City of:Develop network throughout the City of:
AnalystsAnalysts
Internal consultantsInternal consultants
Project championsProject champions

Assist in implementation of systemAssist in implementation of system
Serve as coordination point with Managing Serve as coordination point with Managing 
DirectorDirector’’s Offices Office



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

Contact center Contact center 

Customer relationship Customer relationship 
management & work order management & work order 
systemsystem

Management informationManagement information



What is 3What is 3--11--1?1?
Cities with 3Cities with 3--11--11



What is 3What is 3--11--1?1?
Smarter, Faster, BetterSmarter, Faster, Better

■■ ““One call is allOne call is all””

■■ FollowFollow--upup
■■ Trends, collaborationTrends, collaboration



What is 3What is 3--11--1?1?
Customer Relationship Management (CRM)Customer Relationship Management (CRM)

Dashboards: Service 
requests created and 
tracked until closed. 
Reports are generated.



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)

Real time problem solvingReal time problem solving

MultiMulti--departmental and by Resultdepartmental and by Result

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

PublicPublic



What is PhillyStat?What is PhillyStat?
ExamplesExamples

Baltimore, MDBaltimore, MD

““CitiStatCitiStat””
http://www.baltimorecity.govhttp://www.baltimorecity.gov

/new/citistat//new/citistat/

Washington, D.C.Washington, D.C.

““CapStatCapStat””
http://capstat.oca.dc.gov/http://capstat.oca.dc.gov/



In the 9 targetedIn the 9 targeted
police districts, police districts, 
there are highthere are high
incidences of incidences of 

litterlitter



What is PhillyStat?What is PhillyStat?

Customer Service Standard:Customer Service Standard:

Promise to customer on what they can Promise to customer on what they can 
expectexpect

Customer focusedCustomer focused

Posted and knownPosted and known

Redress: what is done for the customer if Redress: what is done for the customer if 
standards are not metstandards are not met



What is PhillyStat?What is PhillyStat?
Customer Service Standards with RedressCustomer Service Standards with Redress

ExampleExample

Standard:Standard: Licenses & Inspections: Permits will be Licenses & Inspections: Permits will be 
processed within 5 business days beginning the processed within 5 business days beginning the 
day a completed permit application is submitted.day a completed permit application is submitted.

Redress:Redress: If not, the customer is entitled to a If not, the customer is entitled to a 
discounted permit fee for every day a permit is discounted permit fee for every day a permit is 
not processed beyond the 5not processed beyond the 5thth business day: 1business day: 1st st 

dayday= 20%, 2= 20%, 2nd daynd day= 40%, 3= 40%, 3rd dayrd day= $60%, 4= $60%, 4th dayth day= = 
80%, 580%, 5th dayth day= 100% = 100% 



What is PhillyStat?What is PhillyStat?

What is your Customer Service Standard?What is your Customer Service Standard?

Did customers help develop it?Did customers help develop it?

Do customers know what it is?Do customers know what it is?

Does the workforce know it and track it?Does the workforce know it and track it?

What is the redress?What is the redress?



Break Out GroupsBreak Out Groups


