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Boston’s Evolution with SAP Analytics Tools 

2 

1) SAP Strategy Management 

• Track highest level strategies and goals 
• Month-to-Month Performance 

Management 

2) SAP Business Intelligence 

• Connect Day-to-Day Operations with 
Strategic Goals 

• Drill into the drivers of performance 

3) SAP Hana 

• Find the hidden stories in “big data” 
• Move from reactive to proactive and 

predictive in improving services 
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What is performance management?  

Performance management is a systematic approach to 
performance improvement 

o What is City government doing?  (a measurement question) 

o How well are we doing?  (a goal setting question) 

o How can we do better?  (a strategy and leadership question) 

  

Measurement 

• What are we doing? 

Goal Setting 

• How well are we 
doing ? 

Leadership 

• How can we do 
better? 
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BAR exists to answer the driving questions of city performance management 

Boston About Results is: 

A Software System for 
Performance Measurement  
 

The cornerstone of BAR is a web-

based system for collecting and 

tracking performance data for all City 

departments. The data collected in the 

BAR system is tied to strategic goals – 

and serves as the backbone for 

performance analysis. 

 
  

An Internal  
Consulting Team 

 

Our team of management, policy, and 

technical analysts work with 

departments to find opportunities for 

performance improvement. By focusing 

on collaboration, data-driven analysis, 

and relentless follow-up, the BAR team 

enables real and lasting improvements 

in city services.  

  

A Promise to the Citizens 
of Boston  

 

BAR represents a citywide effort to 

increase accountability through the 

transparent sharing of performance 

information with the public.  Online at 

www.cityofboston.gov/bar, we provide 

an interactive tool for the public to 

explore how well City departments are 

achieving their strategic goals. 

  

“Measuring Progress”   “Finding Solutions”   “Sharing Results”  

Boston About Results (BAR) 
Performance Management in the City of Boston 
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BI Case Study: Permitting Plan Review 

• Mayoral Goals: 
o Increase economic development 

o Support job growth 

• Barriers: 
o Cumbersome  and lengthy 

permitting review process 

o Very little transparency or public 
understanding of expectations 

o Lack of accountability for individual 
plan reviewers 

o Tools for performance 
management not geared for 
solving daily challenges 
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Solution: Daily Performance Reporting from BI Tools 
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Analytics tightly integrated with management 
objectives is making Boston more efficient 

• Team meets bi-weekly to 
review reports as a group 

• Staff know exactly how 
they stack up versus their 
piers 

• Results: 

7 

June 2012 March 2013 

Overdue 
Cases 

600+ 13 

% Done on 
time 

67% 91% 

Customer 
Opinion 

Hugely 
Negative 

Much 
Improved! 
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The BAR approach is systematic and comprehensive 

• All 45 departments in the 
City are required to have 
a performance scorecard 

• 2,000+ performance 
measures tracked on a 
monthly or quarterly 
basis 

• All managers have access 
to advanced analytical to 
support decision making 

• Results are published 
quarterly on City’s 
website via an interactive 
dashboard 
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The Boston About Results Framework 

Scorecard 

Programs/Divisions 
/Perspectives 

Strategies or  
Major Goals 

Performance 
Measures & Targets 
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• At what level does everything come together? 
• Generally these are departments (“Fire Dept”) but can also be 

programmatic ( “Sustainability Scorecard”) 

• What are the major divisions of strategy and operations? 
• Generally these are the functional divisions of a department 

(“Fleet”) but could be strategic (“Customer” v. “Internal”)  

• What is it that your are trying to accomplish? 
• Generally strategic goal statements about the division’s major 

focus areas (“Promote Pedestrian Safety”) 

• How do you measure success?   
• The measure is the tool for evaluation (“% of Permits Issued on 

time”) and the target tells you how well you are doing   
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Strategy Map – A visual outline of a scorecard 

10 



Boston About Results: Making Boston Better, Every Day 

To learn more about how the City is performing visit the BAR website at www.cityofboston.gov/bar  

Performance Measures - the most important piece of the 
scorecard 
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Departments have access to advanced analytical tools 
in the BAR System 
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Public Transparency and Accountability is Key to BAR 

Clearly we’re measuring progress, but how do we share results? 
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City Hall Citizens 
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Citizen Insight: Boston’s Public Facing Performance App 
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• Collaboratively 
co-developed 
by SAP and 
Boston in 2012 

• Visit 
www.cityofbost
on.gov/bar to 
explore 

• iPad version 
available at the 
itunes store by 
searching for 
“Citizen Insight” 

http://www.cityofboston.gov/bar
http://www.cityofboston.gov/bar
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Citizen Insight: Boston’s Public Facing Performance App 

• Read 
performance 
highlights  

• View 
strategies 

• Scroll through 
associated 
measures 
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Citizen Insight: Boston’s Public Facing Performance App 

• View all 
appropriate 
measures 

• See a graph of 
actual versus 
target 

• See 
performance 
scorecards 
from past 
periods 
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Boston About Results (BAR) 
Performance Management in the City of Boston 

Ultimately, Boston About Results 
exists to help City employees make 
Boston better, every day 

o By setting a clear strategy and 
performance goals 

o By focusing efforts on achieving those 
goals 

o By providing Departments the tools and 
support needed to improve performance 

o And by showing the Public, the City 
Council and the Mayor exactly how well 
we are performing 

“A successful City is one that delivers for 

all of its people.  Through accountability 

and strategic focus, the BAR program 

ensures Boston is delivering on that 

promise.”  

Mayor Thomas M. Menino 

  

BAR Supports the Mayor’s 
Commitment to Results 
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Questions? 

 

Contact Info: 

Devin.Quirk@cityofboston.gov 
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