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14 Service Areas
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Single service objective:
Providing programs and
services for the Citizens of

Mississauga

Each with its own culture and

set of processes
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#" VI Bclindec ™

Each with its own governance,
data and technology
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* What is that “single version of the truth”?

« Alignment between operational & strategic

) FOR SUCCESS

Growing Needs

Inconsistent business results based on situation

perspective

Inconsistent views on the value of KPIs

« The "Big Data” conundrum

« Varied levels of maturity across the organization
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@D@ ENTERPRISE DECISION SUPPORT

Governance % Process % Technology

Technology — Develop and implement tools to
enable decision-making

Key Questions:

« Does Data exist In a secure and mature state?
« Can information be automated?

5?_:‘" Association
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The Journey
* Launched in 2011

 Understanding the maturity of the City and its 14
Service Areas

e 15t Deliverable: Build a Methodology & Approach
e Service Areas Collaboration

Assess Evaluate & Sustain

* Collect Allgl‘l * Design * Operate
* Environment « Measures *» Developmen * Reward
al Scan « SMAR.T
= Mission,
Vision, Goals
* Value

%4,"‘,1,‘:' for Maraitaciuring Share-Learn-Grow.
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Step 1: Assess

. . Assess Evaluate'& " Build Sustain
¢ B u I Id I n g an + Collect Allgll * Design * Operate
* Environment « Measures s Development * Reward
al Scan +SMART.
assessment model son,

* Value
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as It relates to:

« Governance * Process
« Culture  Data ar
* People » Technology [

Improvement exist

4 - Excallent, leading and
o e used 35 Dest
mraciice
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O CurrentState
O Future State
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Step 2: Evaluate & Align

Opportunity Analysis
Report

e Conduct Prioritization

« Deliverable: Prepare
Business Case
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MISSISSAUGA2014

Step 3: Build

« Upon Prioritization the
team makes
recommendations

Typical outcomes are:

— Process Improvement

Initiative

— Training
— Workshops

— Tools - Dashboard including
Indicators and Thresholds

?—_‘n ™ Association
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Step 4: Sustain

Culture Growth
 Review solutions

* Report on
measurable benefits

 Routine review of
pusIiness
nperformance

== MR AI™ Association
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Assess

* Collect

* Environment
al Scan
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Evaluate &

Align

* Measures

*SMAR.T.

* Mission,
Vision, Goals

* Value

Sustain

* Operate
* Reward
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Long-Term Approach

To manage risk and change, the EDS Strategy uses
“Crawl, Walk, Run” Approach

w

R >y

y | 4
- I Run (TBD)
Walk (TBD)
I Crawl (2012 - 2016)
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Example

 EDS and MiWay around Fare Media Strategies
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Background

4
> METROLINX

== JIR AI™ Association

for Manufacturing
EXxcellence.
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“Implement an Integrated
Transit Fare System” is part of
Metrolinx’s strategic plan

PRESTO:

 Reloadable smartcard

« Allows customers to pay their
fare with the simple tap of a
card.

MISSISSAUGA2014

Share«Learn-Grow.
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Transit Fare Media Project

Purpose::

To enable timely evidence-based decisions regarding Fare
Media and support the move towards Presto.

Key Questions: ¢ Purchasing Trend

 Internal and third party inventory
« marketing/communication strategy

http://www.mississauga.ca/budget

E?E‘n Association
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Assess Evaluate & [ Sustain
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Step 1: Assess
ey | Rl o

* Business processes and Key wen W SMART
Vision, Goals

Performance Measures from
Transit

« Best practices from other
municipalities (environmental
scan)

« Governance, Culture, People, == _— _ — .
Process, Data and Technology [==__= = = = = = =

Satsfacton Survey

(facilitated discussion) e

- “dig deeper” into indicators R

Schedule Adherence M, i T a04% £ S os%

above dally requirements]

Awerage No. of Transters per 50
(Workshop) —
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Step 2: Evaluate & Align

Assess Evaluate & BBuild Sustain

« Strong Governance, Process ok Align e b
and allgnment ‘alScan :gﬁiur:?r » Development + Reward

+ Mission,
Vision, Goals
+ Value

* Provided an Opportunity
Analysis Report on Current &
Future State Maturity

Transit Management

« Conducted Prioritization with o
Service Area Leadership ——
Teams TR

marketing/communication.

* Needs ldentified:
— threshold-based targets
— geographic performance
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Step 3: Build

» Collect » Design * Operate
« Environment * Development * Reward
al Scan

= Mission,
Vision, Goal:

Creation of a Transit

Fare Media Dashboard

TRANSIT FARE MEDIA DASHEBOARD

|select Time Filter: Last Week ¥|

WatchList
[actual  [Target Sales] % Difference [Status]
Agert Ticket Sales
- Ward 1 1985 1800 1] @ Y
Agert 1 &75) 500 1ze:| @ n a e
Agert 2 700 500 17| @
Agert 2 610 500 2%
~ Ward 2 2550 2400 e
Agert 4 650 500 =] @
Agert 3 595 500 -] @ W
Agert & 538 500 =
Agert 7 567 500 11%| @
& Ward 3 3520 3600 e
= Ward 4 5056 4200 554

crossing thresholds

Select Time Filter: Rolling 3 Quarters ¥ |

Select Location: All

Select Concession: Adult_ ¥ | [select Fare Media: Al ¥ |
Revenue By Fare Media Total Revenue By Location
Bi—
» . : |:>
€ 3120 — -] =carn
2 gm0 = Othar 55106 (] I rel IdII I
S - | N -
= ss0 = Prasto < %50 -
S za0 S s -
2 ]
& =20 = Tickats 2 =
5 a4 2012 Q12013
Q4 2012 Q1203 Q2 2013
Qazo1z Q12013 Q22013 .
Q4 2012 at 2013 Q22013 Ticket Agents| 5 3039500 | S 31,585.00 | 5 33,220.00 Y
Tickets $ 2103400 § 2346500 | § 22,325.00 Community
Passes S 3558800 % 37,0500 | 3 32,201.00 Centres § 123100 5 335600 5 3,320.00
Presto $ 1045400 | § 11,623.00 | § 18201.00 City Hall s a00.00 | S Zaso0| 5 250.00
Cash 5 30560.00 | $ 31,256.00 | $ 30,585.00 Terminal s 23400 S 34500 | 5 350.00 - - -
Other S 15,280.00 | $ 15,800.00 | $ 18,122.00 E-5tore E 1,232.00 | & 3,463.00 | § 3,748.00 I S S I S S a u a a n I ts
Overall $ 112,926.00 | $119,349.00 | $ 121,854.00 Cash S 38,80000 | S 3%,06500 | S 34,25100
Presto S 3524800 | 5 3795800 | 5 40,856.00
Other S 4436005 3432005 5609.00
Select Measure to display: Sales Revenue v All Locations | 5 112,926.00 | 5 119,343.00 | 5 121,853.00
Select Measure to display: Sales Revenue ¥ War S
N S
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Step 4: Sustain e, | M

* Collect A“g“ * Design * Operate

* Environment - Measures * De > * Reward

al Scan *SMART.
= Mission,

Sustain improvements v &
with MiWay through

* Review solutions
for quality

After

* Report on measurable
benefits

1 of steps.
1) Process  ||;onee

nnnnnnnnnn
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. . . Wi || | Tracking of Results
* Routine review of business i SR s
o solution
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| essons Learned

“Change does not come overnight”

« Engage the proper change agents

* |t takes education, creation of champions and
continuous evolving

« Champions need to be created with both Strategic
and Front-line leaders as well as buy-in

* |nnovation and identification of change agents to
engrain continuous improvement in the culture

Association
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SANVIL & imiacuring Share-Learn-Grow.



» FOR SUCCESS MISSISSAUGA2014

| essons Learned

“Focus on a common purpose, mission, vision
and goals”

* “What decision can | drive with this process? With
this indicator?”

* Understanding the need first BEFORE
Implementing technology

« MUST have the proper Governance, Culture,
People, Process and Data Maturity to drive
performance measurement

E?E‘n Association
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| essons Learned

“Focus on Maturity”

« “Where am | now and what do | need to get to that
future state vision?”

« Documentation and analysis of business
processes, needs and reqguirements is essential
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What's Next?

Continue in the “Crawl!” Phase strateg|cp|an

. Our Future Mississauga
e FOcus on continuous

Improvement & best practices Strategic Pillars for Change:
-

« Continue effective delivery of
programs and services to the
citizens of Mississauga

E MISSISSAUGA

leadngl'ad{ryf r lomorrow
Ontario, Canada
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Thank You!

Session Code: ThP/13
Developing a Performance Measurement Culture
All Ladhani
City of Mississauga
All.Ladhani@mississauga.ca
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