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§ Play by the Rules (LOS Regulation)
§ Definitions (LOS, KPI)
§ Performance Management
§ Choosing Measures, Establishing Targets
§ Addressing Risks and Challenges
§ Good News
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§New Hampshire DES

§New Jersey DEP

§Michigan DEQ

§Ohio EPA

§Ontario, CAN

§New South Wales, AUS
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§"If you can't measure it, you can't improve it.”

§"Management is doing things right; 
leadership is doing the right things."
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§ A “Level Of Service” (LOS) is a measure of the quality of service 
provided to customers.

§ A “Key Performance Indicator” (KPI) evaluates the success of a 
particular activity in which an agency engages. Often success is 
simply the repeated, periodic achievement of some levels of 
operational goal, and sometimes success is defined in terms of 
making progress toward strategic goals.
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FIRST DOWNS

RUSHING YARDS

PASSING YARDS

TOTAL YARDS

PENALTIES

TIME OF POSSESSION

2
6

56
54

103
16

246
143

3/15 5/70
8:28

HALFTIME STATS

21:32
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Level of Service

KPI 
3

KPI 
1

KPI 
2 Utility

Public, Environment



§ Level of Service Metric
§ Level of Service 
(Performance)

§ Level of Service Target
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Provide 
Reliable Water 

Service

Reliable Supply Reliable 
Treatment

Increase Mean 
Time Between 

Failures

Decrease Time 
to Repair

Reliable 
Transmission 

and 
Distribution

Decrease Break 
Rate

Proactively 
Replace Fragile 

Pipe Classes

Reduce 
Operating 
Pressures

Reduce Impacts 
of Outages

Install More 
Isolation Valves Faster Repair



30

Provide 
Reliable WW 

Service

Reliable 
Treatment

Increase Mean 
Time Between 

Failures

Introduce 
Predictive 

Maintenance

Decrease Time 
to Repair

Reliable 
Collection

Decrease 
Basement 
Backups

Proactively 
Replace Fragile 

Pipe Classes

Reduce 
Operating 
Pressures

Reduce 
Overflow 
Impacts

Reduce I/I Increase In-
System Storage



Why do we 
do the action?

Action

How do we do 
the action?
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Provide 
Reliable Water 
to Customers

Decrease 
Water Main 
Break Rate

Increase 
Proactive 

Replacements



Why do we 
do the action?

Action

How do we do 
the action?
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What are my 
barriers and 
challenges?

Metrics 
(KPI’s)



Target: 1/10 years

Responsible: 
Administrator / Director

Responsible: 
Maintenance Manager

PM Cleaning 
Focus

Responsible: 
Maintenance Supervisor

Total Cleaning Target:
190,000 feet/year

Responsible: 
Field crews
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Capacity Projects,
Sewer Cleaning,
I/I Reduction, etc.

Determine appropriate ratios of 
Preventive Maintenance, 

Emergency and
Cyclical Cleaning

Assure adequate resources (people, trucks)
Crew and Resource Assignments

Cleaning + Data Capture and Entry
Reporting 33
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§Drinking Water Utility
§Finished Water Quality (# of permit violations)
§Availability (number and duration of outages)
§Pressure (number of pressure complaints)
§Complaints (taste, color, odor, etc.)



§Wastewater Utility
§Overflows (Volume, Frequency, Duration)
§Treatment Plant Bypasses
§Basement Backups
§Odor Complaints
§Permit Violations (Effluent, Air Emissions, Solids)
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§You shouldn’t track everything!
§ If you are meeting specific service level targets, do not create an 

additional report (e.g. pressure).
§ Focus on areas where performance versus service level targets is 

not as desired
§ Focus on areas where current performance will not meet future 

demands (help determine when to act)
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§ Specific
§Measurable

§ Achievable
§ Relevant
§ Time-bound
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Measure

Capture and Store

Access

Analyze

Communicate

Act



§ Owner / Sponsor

§ Purpose

§ Description

§ Mathematical Expression / 
Measurement

§ Definition

§ Data Requirements 

§ Reporting Period / Format

§ Historical Performance

§ Available Benchmark Data

§ Target

METRICS SHOULD HAVE DETAILED DEFINITIONS



§“Big brother” monitoring for punishment (internally and 
externally)
§ Management fear or concern for exposing “weaknesses”
§ Fear of numeric target setting and accountability to targets
§ “Pencil whipping”

§ Unintended consequences (rob Peter to pay Paul)

§ Resource needs for data collection and validation  

§ Addressing external stakeholder reaction

§ Reviewer fatigue
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§ Common goals across the organization

§ Consistency in the utility’s activities

§ Focus on the things that matter

§ Utility can communicate LOS goals to 
customers (incl. OEPA), and customers will 
know what to expect
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Kevin Campanella, Burgess & Niple
Utility Planning Leader
614.459.2050; Kevin.Campanella@burgessniple.com

THANK YOU!


