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Welcome to a new way (at least for our tiny Town of West Boylston) of looking at our
Town’s operations.

This is the first of hopefully many to come reports called Managing For Results. This
will undoubtedly be the first of many maps on the road toward higher performance. | hope to be
able to use this document to develop and improve goals, objectives, and performance indicators
for future budgets. There is a school of managerial thought that performance continues to
improve through better linkage of mission, goals, objectives, and performance indicators.

Readers of this document should know that this is a “work in progress” as we continue to
learn more about performance measurement and refine the approach used in West Boylston. In
this first year, [ have been examining performance indicators in the Police Department, the Fire
Department, the Department of Public Works, the Council on Aging, the Computer
Administration, the Selectmen’s office, and the Board of Assessors to gain a YEAR ONE
benchmark for these departments. In the future, we should be able to compare years, but also
compare how we measure up to similar communities. In addition, trends and problems should be
able to be identified and addressed appropriately through the annual goal setting and budgetary
process.

I would like to thank Police Chief Dennis Minnich, Fire Chief Jack Chandler, DPW
Director John Westerling, COA Director Marcia Cairns, Municipal Assistant Nancy Lucier,
Computer Administrator Karen Pare, and the Assessors Department for their participation in this
program this year. They were certainly receptive to undertaking this exercise and deserve the
Town’s appreciation for their progressive approach to this project.

I expect to work with the Selectmen and the Department Managers to continuously
improve performance measurement in West Boylston as well. As we continue in this process,
hopefully we will begin to achieve maximum benefit and ensure continuous improvement in all
the services we provide to the citizens of West Boylston,

Sincerely,

LEON A. GAUMOND JR
Town Administrator
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What is Performance Measurement?

Performance measurement is the regular collection of specific information regarding the
results of Town services. It includes the measurement of the kind of job we are doing,
and includes the effect our efforts are having in our community. Together with
benchmarking and continuous improvement, performance measurement forms the
nucleus for managing for results.

Performance measurement by the Town of West Boylston government is certainly not
completely new in some respects. Back in 1999, the Town undertook a major survey to
track how the people and businesses of the Town felt about the Town Departments and
services. While future citizen surveys are likely to be done, there are also managerial and
supervisory performance measurements that can lead town administration and decision
makers to a better understanding of how our departments are doing.

In general, a good performance measurement system should be able to provide answers
for the following questions:

e  What was achieved?

o How efficiently was the work done?

¢ How were citizens helped by the effort?

Why Measure Performance?

The most powerful reason for measuring performance is that citizens are continually
demanding more responsive and competitive government. In Town of West Boylston,
revenue growth has been limited, while citizen expectations for top quality services
remain high.

Balancing these realities has been, and will continue to be the most significant chalienge
facing us. In the quest for a consensus on services, service levels, service qualities, and
cost, the need for sound information about the performance of services remains vital.

Performance measurement is a practice that has permeated all levels of government —
from the Federal Government’s Government Performance and Results Act of 1993
(GPRA) to numerous state and local programs. Rather than being a passing fad,
performance measurement is a practice that is gradually being integrated into all aspects
of management, including but not limited to, performance budgeting, strategic planning,
customer feedback, compensation strategies, and continuous improvement efforts.

[n 1994, the Government Accounting Standards Board (GASB) adopted a concept
statement strongly encouraging local governments to adopt annual Service Efforts and
Accomplishments or SEA reporting, a type of standardized performance report that
provides a means for comparing government performance over time and against other
jurisdictions. While SEA reporting is not mandated, there is the expectation that
governments at all levels will disclose performance data as they do financial data so







