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METRICS REFERENCE GUIDE

Performance metrics provide a way to gauge the effectiveness of a program’s strategies to achieve an agency’s 
goals. They are related to the program’s goals and purpose, provide a reliable measurement of outputs and 
outcomes, help determine gaps between goals and reality, and guide program improvement. The “right” metrics 
will depend on the goals of the improvement project and may require multiple iterations to discover more about 
the process that is being studied. It is often helpful to focus on one metric that is directly meaningful to the 
customer and another that will resonate with leaders and the organization’s strategic goals.

The following types of metrics are typically used for measuring performance in process improvement; however, 
not all of these metrics may be appropriate, applicable, or useful for your situation. Ensure that the metrics relate 
to the wastes you are attempting to reduce, behaviors you are trying to encourage, and speak to the customer 
and agency needs.

OVERVIEW

TYPES OF PROCESS METRICS

 

 Metric Defini�on Example 
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Hard Dollar 
Savings 

Dollar amount of savings that would 
come directly from the budget 

Intent to lien le�ers were delivered 
cer�fied mail ($4.55/le�er), now sent 
first class ($0.46/le�er). Hard dollar 
savings of $40,900 (10,000 le�ers * 
$4.09 saved/le�er) 

So� Dollar 
Savings 

Mone�zed value of the produc�vity 
gain from reinves�ng resources freed 
by innova�on/process improvement. 
Assume benefits equal 28% of 
earnings. 

Reduced process �me for releasing 
impounded vehicles by 18.15 minutes 
for 11,571 transac�ons, or 3500 
hours/year. With an avg staff wage + 
benefits of $28.35/hr, so� dollar savings 
= $99,225 (3500 * 28.35)  

Service Level 
Improvements 

Improvement on level of service 
experienced by customer; can be 
qualita�ve or quan�ta�ve. Possible 
metrics highlighted in list below. 

Currently takes 2 months to install a 
disability parking sign in front of a 
residence. Cu�ng unnecessary steps 
reduces the �me to 1 month, a 50% 
service level improvement ((2-1)/2). 

Human 
Development 

Expansion of skills, knowledge, and 
experience as a result of the 
innova�on. Typically, the number of 
people par�cipa�ng in an event who 
never received training. 

8 people par�cipated in an RIE, 4 of 
which had never received training. 
Human development of 4 new 
par�cipants. 
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 Metric  Definition  
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Lead Time The total �me from start to finish to develop a service/product and deliver it to the 
customer, including wai�ng �me 

Processing Time Amount of �me spent on process steps, not including wai�ng �me 
Response Time Amount of �me to respond to a customer request for a service or product 
Best & Worst 
Comple�on Time 

Es�mate of the shortest & longest �me to complete the process; a smaller range is 
preferred 

Percent On-Time 
Delivery 

Percent of �me the product/service is delivered on �me, from the customer’s 
perspec�ve 

VA, NVA, & BNNVA 
Time 

Can be expressed in amount of �me (e.g. minutes), number of steps, and/or 
percentage-wise 

Takt Time Rate at which the product/service needs to be done to meet customer demand; equals 
Available Time/Customer Demand. 
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Work in Progress Number of services or products currently being processed 
Backlog Number of products or services wai�ng to start the process 

Inventory Supply of raw materials, finished and unfinished products in excess of customer 
demand 
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Defect Rate Percent of services/products that are “defec�ve”, where a defect is defined as 
“something the customer does not like”  

Rework Steps / 
Time Amount of a process spent correc�ng mistakes or going back for missing informa�on 

Percent Complete 
& Accurate 

Percent of occurrences where a process step is completed without needing correc�ons 
or reques�ng missing informa�on  

Rolling First-Time 
Yield 

Percent of occurrences where the en�re process is completed without rework; this is 
the product of the Percent Complete and Accurate for each process step, expressed as 
a percentage 

Customer 
Sa�sfac�on Qualita�ve or quan�ta�ve results from customer sa�sfac�on surveys 
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Process Steps Total number of steps to complete the process 

Decisions Number of decision points where process changes for different situa�ons and staff 
must decide the appropriate path to follow 

Signatures 
Required Number of approvals needed, usually involve delays and handoffs 

Handoffs Number of �mes the service/product changes hands, can be a source of errors, 
miscommunica�on, or delays 

Loop Backs When steps of a process must be repeated, usually to correct errors or find missing 
informa�on  

Delays Number of points in a process where �me is wasted wai�ng for something to occur 
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Total Process Cost Total costs, including labor, material and overhead, to produce the service/product 
Cost per Item or 
Transac�on Total process cost divided by number of services/products produced  

Cost Savings Dollar or percentage reduc�on in total process cost or cost per transac�on  
Cost Avoidance Dollar or percent reduc�on in planned spending that would have occurred  

Labor Savings 
Reduc�on in labor �me (minutes, hours, etc) needed to perform process, as staff 
hours are redirected to value-added ac�vi�es (expressed in hours, FTEs, or percentage 
reduction) 

 


