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"Benchmarking isn't just the
hard measure of where
someone else is; it's how they
are doing it.”

—former Xerox chief executive David Kearns
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Accountability




Why Measure Performance?

Accountability/Communication
Support of Planning/Budgeting Efforts
To Motivate Operational Improvement
Program Evaluation

Reallocation of Resources

Directing Operations/Contract
Monitoring

Benchmarking

DDDDDDDDDDDDDDDDDD



Climbing the Steps Toward
Performance Management

Be sure they are aligned!

Mission/Goals

Objectives

Performance
Measures

Performance
Management

Mission statements
declare the agency’s
long-range intent; its
purpose. Although the
goals expressed in a
mission statement may
help shape the agency’s
values and its
organizational culture,
they often are imprecise
and sometimes even a
bit vague.

Objectives are
unambiguous
statements of the
agency’s performance
intentions, expressed in
measurable terms,
usually with an implied
or explicit timeframe.

Performance measures
indicate how much or
how well the agency is
doing. Ideally, they
track the agency’s
progress toward
achieving its objectives.

Many agencies
compare this month’s or
this year’s performance
measures to those of
the past. Some are
starting to make
comparisons with other
agencies and beginning
the process of
benchmarking.
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Performance measurement can...

help your work units focus on top
priorities
help you identify performance

deficiencies and clarify the need
for addressing them

help you test your strategies to
be sure they are working.
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case clearance
on-time processing
aging case index (backlog)
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CourTools

Ten Major Dimensions of Performance in Court Operations

Access and Fairness

Clearance Rates

Time to Disposition

Age of Active Pending Caseload
Trial Date Certainty

Reliability and Integrity of Case Files
Collection of Monetary Penalties
Effective Use of Jurors

Court Employee Satisfaction

Cost Per Case
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CourTools’
“Access and
Fairness
Survey”
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Section I: Access to the Court

Circle the Number.
1. Finding the courthouse was easy.

Access and Fairness Survey

))

Neither Agree nor Duug' ree

SH'hngly Di!ngmg
Disagree

Agree
\Ln th th 'l.n Sﬁ'ongjyggm

11. The way my cose was hondled was fair.
14, | was treated the some as everyone cbe,

Sedion lll: Background Information
Wha did you do at the court today?
{Check ail that apphy)

___ Search court records,/oblain documents
___ File papers

__ Make a payment

__ Gt imformation

— Appear as o winess

___ Affomey represenfing a clieat

__ Jury duty

_ Amend a hearing or inal

__ Low enforcement/probalion/social services. sioff
__ Party o a legal mamer

How ofien are you typically in this courthouse?
{Chooss the cosert exfimale)

First fime In this courthouse
Once a year of loss
Several imes o year

Rogularly

& 2005 Mational Cenber for Stole Courts

15. As | leave the court, | know what 1o do nexd about my casa.

_,__Dn'{m:n. child custody or suppon
_Juvonilo maller
Probate

_ Small Claims

1 2 3 4
==IF
1 2 3 4
2. The forms | needed were clear and easy o understand. 1 2 3 4
3. | felt safe in the courthouse. 1 2 3 4
1 2 3 4 5 nfa
12. The judge hisienad to my side of the siory before he or she mode a decision. 1 2 3 4 5 nfa
13. The [udge hod the information necessary io make good decisions about my case. 1 2 3 4 5 nfa
1 2 3 4 5 n/a
T 2 3 4 5 nfa

How dio you identify yourself?

Amencon Indion or Alaska Natve
Asian

Black or Africon American
Hisponic or Lafing

Mafive Howaiian or

Other Pacific slonder

. Whike

__ Muxed Race

_ Other;
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How shall we use our
performance metrics?

Accountability only?

Accountability AND performance
Improvement?
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Durham County Courts’ Use of CourTools
“Court Fairness"—Average Scores

Court Fairness (days 1&2)
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Durham County Courts’ Use of CourTools
“Accessibility"—Average Scores

Accessibility of Courthouse (days 1&2)

Average Score
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How many respondents gave “fairness

and access” a low score?

Scores of Three and Below (days 1&2)
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Drilling Down for Details on Juror Utilization
Durham County Courts

JUROR. UTILIZATION?
2015
Superior Criminal Superior Crvil Dhnstrict Civil
Panels FPanels Panels Panels Panels Panels Total %
Requested | Used Requested | Used Requested | Used Spent on
Unused
Turors®®
Jan, “15 4 3 1 0 1 4] $1.,080
Feb, ‘15 9 4 1 1 1 0 $2.160
Mar, ‘15 6 3 4 4 1 4] 51.440
Apr, “15 10 6 0 1] 1 0] $1_800
May, “15 5 4 2 2 1 4] $720
Jun, “15 8 5 3 1 1 0 $2.160
Jul, <15 13 g 1 0] 1 0 $2.520
Aug, ‘15 6 5 2 1 1 0 $1,080
Sep, ‘15 7 2 1 1 2 4] $2.520
Oct, *15 8 4 2 1 0 0 $1.800
Nowv, ‘15 8 3 3 1 1 0] $2 880
Dec, “15
CY 2015 76 44 17 11 10 ]
Cumulative
% of Total 58% 65%0 0]
Total § $13 320 $2 880 $3 960 520,160
Spent on
Unused
Jurors!!
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Lessons from Durham, Cabarrus,
and Elsewhere

Performance measurement can work: and
It works best with a feedback loop.
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“People measure things that matter...or
maybe things matter because they are

measured.”
—Jim Drennan, as cited by Judge Marty McGee

“Making a metric known is probably going to

affect behavior.”
—Judge Marty McGee

“What gets measured gets done.”

“You get what you measure and reward.”
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Lessons from Durham, Cabarrus,
and Elsewhere

Performance measurement can work: and
It works best with a feedback loop.

Performance measures must be valid,
actionable, and focused on important
dimensions of performance.

Systematic performance measures often
confirm the impressions we hold; but
sometimes measures correct our
misperceptions.
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Lessons from Durham, Cabarrus,
and Elsewhere (continued)

Performance strategy sessions are
Important.

Performance management works best at
the program level, pursued by committed
professionals.

Technology Is important, but commitment
to data-driven decisions is even more
Important.
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“"Modern realities and budgetary
concerns demand that our courts
function In a manner that
demonstrates effective and efficient
stewardship of the resources
entrusted to us.”

--Chief Justice Mark Martin, addressing
the North Carolina Commission on the
Administration of Law and Justice,
September 30, 2015
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Suggestions to the Commission

Consider the development and use performance
measures for management purposes as well as
accountability.

Consider the adequacy of current and

prescribed metrics.

Are the dimensions of court operations addressed by
CourTools and AOC measures important dimension of
performance? Are they the most important dimensions?

Are there gaps in the measures prescribed by CourTools or
In the measures being collected by the AOC?

Discontinue the collection of any measures
having no value or use.
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Suggestions to the Commission

(continued)

Make the information needs of court officials a
high priority.

Consider the adequacy of the system by which
measures are collected, compiled, and
distributed.

Does the system for collecting, compiling, and distributing
performance information maximize efficiency and ease of

access and use”?
Are measures and data provided in a format most usable for
management purposes?
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Superior Court Caseload and Timeliness For September 2014 to August 2015
for District 19a, Cabarrus County

SUPERIOR COURT

. On-Time Processing Standard Aging Case Index Percent of Cases Meeting Final Deadline
O p e ratl O n S Percent of Cases Meeting Timeliness Standards Percent of Pending Cases Past Ultimate Time Standard Percent of Disposed Cases Meeting Final Time Standard
Dashboard for - S
35% 33.7% 6% 2 O e T
Cabarrus 30% nM 1a% 12.5% 70%
5% 12% G0%
County -
20% R -
15%
S u p erior o Superior Court Cases by Category Average Monthly Rates
C ou rt_ N Percent of Cases
. . Pending Case Meeting Standard for
[
Tl me | INess an d sep-14 d at End Clearance  On-Time AgingCase  Completion 100%
Case Category Filed Disposed of Period Rate Process Index Standard Completion
Case I 0 ad Superior Court | cjyj| 3,000 3,839 13 124% 7% 9.2% 84% 730 days
Misdemeanors 870| 732 51 84%| 106% b.8% 95% 545
Misdemeanor Appeals 5,786l 7,431 396 128% 7% (D 39% |0 2% 180
Case Category | Murder 60 82 15 1B7%(0 0% |0 20% |9 57% 730
Civil Other Felonies 17801 22601 1,084 127% 6% |0137% |0 4% 545
Misdemeanars | Estates 12,987 13,791 1,063 106%| 0 0% | 21.3% 86% 730
Misdemeanor A Special Proceedings 12576 14,857 554 118%| ) 0% 4.8% 95% 730
Murd -
Other relonies | SUPErior Total 53,220 63423 3,406 119% 31%  151% %
ther Felonies
Estates 12,957 IO 13,791 1,063 106%|_) 0% O 21.3% 86% 730
Special Proceedings 12,576 14,857 554 118%| ' 0% 4.8% 95% 730
Superior Total 53,220 63,423 3,406 119% 31% 15.1% 7%
Superior Court Cases by Month Superior Clearance Rate by Month Superior Pending Cases by Month

Created by =—Filed ———Dispased Lo 5000 4,638

S h I f 5’1:2.-_‘____‘___———"‘_—_' 130% 4,000
chool 0 . o
‘“‘""‘-—-—--—._.——

Government anca 4708 s20% -

.
110% 2500
3,000
from AOC o o0
2,000 100% 1,500
supplied data oo
. 1,000 90%
500
0 0% 0
Sep-14 Dec-14 Mar-15 Jun-15 Sep-1d Dec-14 Mar-15 Jun-15 sep-14 Dec-14 Mar-15 Jun-15

Highlighted timeliness standards are those in the lowest guartile (red) or second lowest quartile (yelllow), both below the median performance level for timely
completion of cases.
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Suggestions to the Commission

(continued)

Make the information needs of court officials a
high priority.

Consider the adequacy of the system by which
measures are collected, compiled, and
distributed.

Does the system for collecting, compiling, and distributing
performance information maximize efficiency and ease of

access and use”?
Are measures and data provided in a format most usable for
management purposes?
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