
City of Kansas City, Missouri 

Telling Stories with  
Your Data 



Where the Stories Take Place:  
About Kansas City 

• Population: 464,310 
 

• Square Miles:  316 
 

• Form of Gov’t: Council/Manager 
 

• Sits beside state line with 
Kansas, which is a benefit and a 
challenge 
 

• Number of BBQ Restaurants: 
100 plus* 

 
 
 

*unofficial  

  
 



City of Kansas City, Missouri 
About the Office of Performance Management: 

• Division of City Manger’s Office 
• Team of three staff members 

• Centralized collection point for department metrics 
• Oversees Weekly Performance Management (PM) Meetings 

and Monthly KCStat sessions 
 

What data means to KC: 
• Beyond Anecdote to Empirical 

• Test Assumptions 
• Prioritize Scarce Resources 

 



City of Kansas City, Missouri 
Measurement vs. Management 

“Performance measures will not lead inevitably to improved 
performance.  Although the act of measuring an operation for its 
results draws attention to that function and may thereby inspire 
greater efforts and improved performance, such results cannot 
be guaranteed.  Performance measurement is merely a tool. If 

wielded properly, it can identify areas of performance adequacy 
and areas of performance deficiency; however, it can neither 

explain the former nor prescribe remedies for the latter.  Reliable 
explanations and appropriate prescriptions require subsequent 

analysis of those targeted operations.” 
- Dr. David Ammons 

 
 

 



Survey Responses 

311 Call Data 

Performance Indicators and 
Work Order Data 

What is Performance Management in KC? 

Effective and Efficient City 
Services 

Mgmt 
Support 

Collaboration 

Data 

Weekly Meetings held to 
examine data and talk 

processes with City 
Manager, Department 

and Mayor’s Office staff 



What is KCStat? 

KCStat Elected 
Official Input 

Data 

Cross 
Departmental 
Collaboration Accountability 

thru City 
Manager   

Citizen and 
Stakeholder 

Input 

A public-facing element of the PM process that emphasizes accountability and 
results. 

 
 



Data and Data Sources 
Data Source Purpose 

Service Level 311 Call Center Citizen 
Requests for Service 

• Volume of Requests 
• Geographic Distribution of Service 

Needs 
• Department Timeliness 
• Customer Satisfaction with Service 

and Customer Service 
 

Citizen 
Satisfaction 

Annual Citizen 
Satisfaction Survey 

• Citizen Perception City Services 
• Help Set Priorities for Improvement 
• Geographic Variations in Satisfaction 

Work Order 
and 
Operational 
Data 

Individual Department 
Work Order Systems 

• Services Not Captured by Service 
Request Data 

Key 
Performance 
Indicators 

Department Reporting to 
City Manager’s Office 

• Measures of Demand, Output 
• Related to Budget 
 



City of Kansas City, Missouri 
Why Now? 

• Technology has improved reporting capabilities 
• Supportive Leadership (City Manager and Elected Officials) 

• Scarce Resources requiring prioritization and targeting 
• Improved ability to benchmark because of national movement 

toward transparency (ICMA-CPM and others) 
• The luxury of dedicated staff 

 
 
 

 



Performance Management 
Meetings Started 

KCStat becomes 
public-facing 

forum to discuss 
performance data 

Alignment of 
KCStat with 

Council Priorities 

PM Refocus on 
Department-

Specific Topics 

Initial Council 
Strategic 

Priority Setting 
Session 

Updates to 
Council 

Priorities 

Measures 
Assigned to 

Council 
Priorities 

KCStat 
Dashboard 
Launched 

How KC Started Telling Stories 
March 2010 

May 2011 

December 2011 

May 2012 

January 2014 

Winter 2012 October 2013 



City Council Priorities 

Public Safety Economic Development 

Healthy Communities 

Neighborhood Livability Governance 

Public Infrastructure 

Customer Service and Communication 



Need for a Way to Report Out 

https://kcstat.kcmo.org 



Water Services Department 
A Story About How Data Can Drive Change 

https://kcstat.kcmo.org 



Implementing Economic Development 
Strategic Plan 

A Story About Starting Somewhere 

https://kcstat.kcmo.org 



Street Maintenance 
A Story About Perspective 

https://kcstat.kcmo.org 



Neighborhood Preservation* 
A Story About The Ways You Can Look At Data 

*Dashboard coming soon! 
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Important Themes:  
Data Evolves 

Performance metrics and performance 
management programs are grow and change 
over time.  What is measured and important 
one year may be different the next.  
Adaptation is key.    



Important Themes:  
Its about better service  

not individual performance 

Individuals can be held accountable if the 
performance of their group does not improve 
once they are aware of the issues, but the 
bottom line is – service and service delivery are 
what is under the microscope, not individuals.   



Important Themes:  
Collaborate and Connect 

Using data to play “gotcha” may work 
sometimes, but collaborating around 
an issue using data as your base 
works nearly every time. 



Important Themes:  
Embrace and Celebrate 

Don’t hide from your data.  It is a source 
of both challenging and positive news.  If 
the news is bad, seek improvements; if 
the news is good, celebrate.  



Important Themes:  
Management Matters 

Data is only useful if it is used.  
Management has the power to set the 
tone for how seriously and widely the 
organization uses performance measures 
and performance management.   
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