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INTRODUCTION 
OVERVIEW 

The Performance Management and Benchmarking Project 

In 2002 the Council of the Great City Schools and its members set out 
to develop performance measures that could be used to improve 
business operations in urban public school districts. The Council 
launched the Performance Measurement and Benchmarking Project 
to achieve these objectives. The purposes of the project were to: 

• Establish a common set of key performance indicators (KPIs) in 
a range of school operations, including business services, fi-
nances, human resources, and technology; 

• Use these KPIs to benchmark and compare the performance of 
the nation’s largest urban public school systems; 

• Use the results to improve operational performance in urban 
public schools. 

Since its inception, the project has been led by two Council task forces 
operating under the aegis of the organization’s Board of Directors: the 
Task Force on Leadership, Governance, and Management, and the 
Task Force on Finance. The project’s work has been conducted by a 
team of member-district managers, technical advisors with extensive 
expertise in the following functional areas: business services (trans-
portation, food services, maintenance and operations, safety and se-
curity), budget and finance (accounts payable, financial management, 
grants management, risk management, compensation, procurement 
and cash management), information technology, and human re-
sources. 

Methodology of KPI Development 

The project’s teams have used a sophisticated approach to define, 
collect and validate school-system data. This process calls for each KPI 
to have a clearly defined purpose to justify its development, and ex-
tensive documentation of the metric definitions ensures that the ex-
pertise of the technical teams is fully captured. 

At the core of the methodology is the principle of continuous im-
provement. The technical teams are instructed to focus on opera-
tional indicators that can be benchmarked and are actionable, and 
thus can be strategically managed by setting improvement targets. 

From the KPI definitions the surveys are developed and tested to en-
sure the comparability, integrity and validity of data across school dis-
tricts. 

Power Indicators and Essential Few 

The KPIs are categorized into three levels of priority—Power Indica-
tors, Essential Few, and Key Indicators—with each level having its 
own general purpose. 
• Power Indicators: Strategic and policy level; can be used by su-

perintendents and school boards to assess the overall perfor-
mance of their district’s non-instructional operations. 

• Essential Few: Management level; can be used by chief execu-
tives to assess the performance of individual departments and 
divisions. 

• Key Indicators: Technical level; can be used by department 
heads to drive the performance of the higher-level measures. 

This division is more or less hierarchical, and while it is just one way 
of many to organizing the KPIs, it is helpful for highlighting those KPIs 
that are important enough to warrant more attention being paid to 
them. 

A Note on Cost of Living Adjustments 

We adjust for cost of living in most cost-related measures. Regions 
where it is more expensive to live, such as San Francisco, Boston, New 
York City and Washington, D.C., are adjusted downward in order to 
be comparable with other cities. Conversely, regions where the costs 
of goods are lower, such as Columbus, OH, and Nashville, TN, are ad-
justed upwards. 
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GUI DANCE FOR READING THI S  REPORT 
Each page of this report shows detailed information for a single KPI measure. The figure below shows the key components. 

 

The quartiles plotted on the chart are reasonable benchmarks (“high, middle, low”) for measuring performance. Showing the multi-year 
trend is useful for thinking about national trends over time.  

Reports from previous years (before the 2015 edition of this report) showed only the latest year of data as a single bar chart for each meas-
ure. The new format makes it easier to see the broad trends for a measure. And because the data table is sorted by district ID number, it is 
also easier to look up a single district’s data.  
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FREQUENTLY  ASKED QUESTI ONS 
Why are districts in this report identified by ID number in-
stead of district name? 

The data tables in this report list districts by their ID number. This is 
done to create a safe environment so public reporting of the data is 
done through district numbers, and not by name. 

How do I find my district’s ID number? 

You can email kpi@cgcs.org to ask for your KPI ID. Your ID is also 
shown when you log in to ActPoint® KPI (https://kpi.actpoint.com). 

How do I get the ID numbers for all the other districts? 

The ID numbers of other districts are confidential, and we do not 
share them without the permission of each district. If you would like 
to identify specific districts that are in your peer group in order to col-
laborate with them, please email kpi@cgcs.org. 

Districts can share their own ID numbers with others at their own dis-
cretion. 

Why isn’t my data showing? My district completed the sur-
veys. 

It is likely that your data was flagged for review or is invalid. To resolve 
this, log in and check the Surveys section of the website. You should 
see a message telling you that there is data that needs to be reviewed. 

It is also possible that you submitted your data after the publication 
deadline for this report. To resolve this, log in to ActPoint® KPI 
(https://kpi.actpoint.com) and check the Survey section of the web-
site. 

In either case, it may be possible to update your data in the surveys. 
Once you do, your results will be reviewed and approved by CGCS or 
TransAct within 24 hours of your submission. You will then be able to 
view the results online. 

Can I still submit a survey? Can I update my data? 

You may still be able to submit or edit a survey depending on the sur-
vey cycle. Log in to ActPoint® KPI where you will see a message saying 
“This survey is now closed” if the survey is closed to edits. If you do 
not see this message, then updates are still allowed for the fiscal year. 

If the surveys are still open, any data that is updated will need to be 
reviewed and approved by CGCS or TransAct before the results can 
be viewed online. You can expect your data to be reviewed within 24 
hours of your submission. 
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INFORMATION TECHNOLOGY

Network - Days Usage Exceeded 75% of Capacity

Description of Calculation

The number of days that peak daily internet usage reaches more than 75% of the standard 
available bandwidth for five (5) minutes or longer.

Importance of Measure

Staying below the metric threshold is critical to application performance and user 
satisfaction. This metric may also provide justification for network expansion and capacity 
planning.

Factors that Influence

The number of online applications sensitive to latency, digital video, and voice will all 
impact the amount of bandwidth a district needs. Also, school districts may experience 
short periods of time with exceptional network demand and large portions of time with 
plenty of excess capacity.

District 2019-2020 2020-2021 2021-2022 2022-2023

2 0

3 0 0 0 2

4 0 4 0 0

5 0 0 0 0

8 0 0 0 0

9 0 0 0 43

10 0 3 7 46

11 0 0

12 180 180 180 0

13 1 0

14 10

16 0 0 0 0

18 27 70 0

20 93 0

23 18 23 180

24 0 0 0

26 0 0 0

27 0

28 30 0 0 150

30 0 10 0

32 0 0 0 0

35 5 200 2 1

39 24 10 10

40 0 0 20 0

41 0 0 0

44 30 45 120

45 5

46 0 0 0 0

47 0 0

48 0 0 56 65

49 60 74 44 12

50 0 0 0 0

51 20 24 25 20

52 0 0 0 0

53 3 0 3 4

54 0 0 0

55 0 0

57 1 10 0 5

58 0 0 0

62 0 1 0

63 0 3

66 132 26

67 0 20 0 0

68 0 0 0

71 0 6 1

74 0

76 0 0

77 0

91 7 24

97 270

3249 0 20
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INFORMATION TECHNOLOGY

Network - WAN Availability

Description of Calculation

Total minutes of all outages on WAN circuits, divided by the total number of WAN circuits.

Importance of Measure

The number of online applications sensitive to latency, digital video, and voice will all 
impact the amount of bandwidth a district needs.

Districts in Best Quartile (2022-2023)

Arlington Independent School District
Des Moines Public Schools
East Baton Rouge Parish Public Schools
Fresno Unified School District
Jefferson County Public Schools (KY)
Miami-Dade County Public Schools
Milwaukee Public Schools
Omaha Public School District
Sacramento City Unified School District
San Diego Unified School District

District 2019-2020 2020-2021 2021-2022 2022-2023

2 99.9980%

3 99.9991% 99.9991% 99.9997% 99.9886%

4 99.9989% 99.9994% 99.9958% 99.9992%

5 99.9990% 99.9993% 99.9995% 99.9990%

7 99.9989%

8 99.6300% 99.8528% 99.8958% 99.9536%

9 99.9065% 99.8928% 99.9377% 99.8147%

10 99.9999% 99.9897% 99.9996%

11 99.9998% 99.9998%

12 100.0000% 100.0000% 100.0000% 100.0000%

13 99.9789% 99.9895%

14 99.9957% 99.9999%

16 99.9994% 99.9999% 99.9993% 100.0000%

18 99.8398% 99.7771% 99.9562%

20 99.9965%

23 99.9890% 99.9893% 99.9991% 99.9673%

24 100.0000% 100.0000% 100.0000%

27 99.9276%

28 99.9986% 99.9023% 99.7230% 99.7481%

30 100.0000% 100.0000% 100.0000%

32 100.0000% 99.9988% 99.9963% 100.0000%

35 99.9981% 99.9983% 99.9985% 99.9992%

39 99.5354% 99.8894% 99.8061% 99.8082%

40 99.9884% 99.9995% 99.9997% 99.9201%

41 99.9993% 100.0000% 100.0000%

44 99.9548% 99.6335% 99.9028% 99.8534%

45 100.0000%

46 99.9991% 99.9991% 99.9989% 99.9992%

47 99.9998% 99.9544%

48 99.9951% 99.9958% 99.9952% 99.9952%

49 99.9993% 99.9993% 99.9967% 99.9961%

50 99.9996% 99.9998% 99.9998% 99.9998%

51 99.9980% 99.9982% 99.9986% 99.9987%

52 99.9678% 99.9693% 99.9693% 99.9693%

53 99.9989% 99.9924% 99.9911% 100.0000%

54 99.8408% 99.8588%

55 99.8516% 99.8865%

57 99.8354% 99.8926% 99.9629% 99.9990%

58 99.9598% 99.9777% 99.9945%

62 99.9943% 100.0000%

63 100.0000% 100.0000%

66 99.9957% 99.9780% 100.0000%

67 99.9911% 99.9998% 99.9705% 100.0000%

68 100.0000%

71 99.9999% 100.0000% 99.9999%

74 99.9983%

76 99.9998% 100.0000%

77 99.9383%

91 99.9923% 99.9969%

97 99.9998%

3249 100.0000% 99.9732%
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INFORMATION TECHNOLOGY

Support - Break/Fix Staffing Cost per Ticket

Description of Calculation

Total personnel costs of Break/ Fix Support (including managers), divided by the total 
number of tickets/incidents.

Importance of Measure

This measure assesses staffing cost per incident, which may indicate how responsive and 
how efficient the help desk is in making itself available to its customers. The goal is to 
improve customer satisfaction through resolving incidents quickly, effectively, and cost 
efficiently. There are various costs that could be included in this metric such as hardware, 
software, equipment, supplies, maintenance, training, etc. Staffing cost per ticket was 
selected because data is easily understood and accessed and salary costs are typically the 
biggest cost factor in a help desk budget.

Factors that Influence

Software and systems that can collect and route contact information
Knowledge management tools available to help desk staff and end users
Budget development for staffing levels

Districts in Best Quartile (2022-2023)

Arlington Independent School District
Charleston County School District
Dallas Independent School District
Denver Public Schools
East Baton Rouge Parish Public Schools
Fayette County Public Schools
Minneapolis Public Schools
Orange County Public School District
Palm Beach County School District
Shelby County School District

District 2019-2020 2020-2021 2021-2022 2022-2023

2 $107.7

3 $90.8 $32.0 $132.7

4 $110.3 $172.9 $164.9

5 $62.5 $107.2 $87.5 $169.2

7 $171.9

8 $57.2 $33.4 $13.8 $18.8

9 $177.8 $134.8 $171.4 $137.6

10 $195.5 $227.5 $415.7

11 $956.7 $830.1

12 $201.0 $161.5 $201.5 $81.9

13 $26.5 $81.0

14 $178.6 $73.0

16 $76.1 $144.0 $105.1 $110.0

18 $38.9 $97.5 $63.4

23 $52.0 $139.9 $47.4 $48.6

24 $46.3 $37.2 $35.2

26 $120.2 $126.3

27 $126.1

28 $6.0 $120.1 $156.2 $159.3

30 $556.0 $568.5 $843.1

35 $113.2 $180.9 $138.1 $278.3

37 $21.9

39 $42.6 $55.2 $80.5

40 $104.7 $65.4

41 $79.3 $59.6 $30.9 $57.2

44 $127.0 $143.3 $96.4 $85.4

46 $216.3 $440.6 $138.0 $77.9

47 $19.0 $707.7

48 $51.2 $187.8 $157.1 $21.1

49 $84.1

50 $154.0 $104.8 $190.9 $195.1

51 $357.5 $114.4 $41.2 $75.2

52 $94.8 $98.6 $136.2 $33.7

53 $91.7 $68.1 $47.9 $228.8

54 $45.3 $387.5 $443.5

55 $64.9

57 $13.6 $36.0

58 $1,266.7 $138.9 $216.1

62 $346.3

63 $25.7 $29.0

66 $528.8 $105.0

67 $94.0 $540.4 $440.9 $121.7

68 $50.1

71 $59.6 $39.8 $221.3

74 $990.7

76 $52.9 $15.7

77 $31.9

79 $146.7 $156.6 $234.0 $140.0

91 $125.1

97 $193.7

3249 $111.0 $59.3 $74.4
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INFORMATION TECHNOLOGY

Support - Help Desk Call Abandonment Rate

Description of Calculation

Number of abandoned calls to the Help Desk, divided by total number of calls to the Help 
Desk.

Importance of Measure

This measure assesses the percentage of telephone contacts that are not answered by the 
service desk staff before the caller disconnects. CAR is an indicator of the staffing level of 
the service desk relative to the demand for service. The CAR can be used as a management 
indicator to determine staffing levels to support seasonal needs or during times of system 
issues (application or network problems). On an annual basis, it is a measurement of the 
effectiveness of resource management. This measure should be used as a tool to help 
guide quality improvement processes.

Factors that Influence

The Call Abandonment Rate will be influenced by effective supervision to ensure that 
service desk team members are online to take calls
A high percentage could indicate low availability caused by inadequate staffing, long call 
handling times and/or insufficient processes
Length of time the caller is on hold
Capacity of the organization to respond to customer support requests
Proper staffing when implementing district- wide applications, which significantly 
increase calls
Automation tools like password reset can reduce number of calls to the help desk and 
reduce overall call volume
Increased training of help desk can reduce long handling time freeing up staff to take 
more calls

Districts in Best Quartile (2022-2023)

Atlanta Public Schools
Columbus Public Schools
Detroit Public Schools
Guilford County School District
Jefferson County Public Schools (KY)
Omaha Public School District
Wichita Unified School District

District 2019-2020 2020-2021 2021-2022 2022-2023

2 1.4%

3 15.2% 15.2% 10.7%

4 7.8% 22.5% 8.5% 4.4%

5 18.8% 13.7% 9.8% 10.7%

7 8.6%

8 31.9% 12.5% 17.0% 10.5%

9 5.8% 18.6% 10.0% 7.9%

10 13.9% 6.1% 21.8%

11 22.3% 10.7%

12 27.8%

13 9.0% 33.8%

14 26.4% 33.8%

16 11.8% 23.7% 6.9% 11.5%

18 5.3% 36.2% 15.0%

23 7.0% 14.9%

27 9.0%

28 11.9% 25.6% 5.5% 3.7%

30 8.0% 17.6% 8.5%

35 6.4% 11.4% 8.2% 4.2%

37 9.5%

39 19.1% 9.2%

40 38.7% 23.5% 25.0%

41 16.7% 32.7% 14.5% 6.3%

44 27.9% 46.4% 17.9% 17.2%

45 13.3%

46 16.2% 32.1% 23.5% 11.8%

47 15.0% 8.6%

48 13.3% 12.6% 6.7% 6.3%

49 7.0% 5.0% 5.6%

50 34.1% 9.1% 23.5% 3.5%

51 15.6% 27.0% 16.1% 16.9%

52 25.2% 26.7% 16.1% 17.0%

53 16.6% 15.5% 4.2% 3.0%

54 12.2% 3.1%

55 8.6%

57 4.9% 33.3% 7.6%

58 14.9% 7.2%

63 0.8%

66 9.9% 6.5% 5.5%

67 42.9% 22.4% 33.5% 30.9%

71 24.1% 10.2%

76 29.6% 20.5%

77 4.4%

97 0.3%

3249 2.9%
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INFORMATION TECHNOLOGY

Support - Help Desk Staffing Cost per Ticket

Description of Calculation

Total personnel costs of the Help Desk (including managers), divided by the total number of 
support tickets/incidents.

Importance of Measure

This measure assesses staffing cost per incident, which may indicate how responsive and 
how efficient the help desk is in making itself available to its customers. The goal is to 
improve customer satisfaction through resolving incidents quickly, effectively, and cost 
efficiently. There are various costs that could be included in this metric such as hardware, 
software, equipment, supplies, maintenance, training, etc. Staffing cost per ticket was 
selected because data is easily understood and accessed and salary costs are typically the 
biggest cost factor in a help desk budget.

Factors that Influence

Software and systems that can collect and route contact information
Automation tools for common help desk issues like password reset can improve 
performance and reduce costs these numbers hould be included in data collection
Other duties performed by the help desk staff that restrict them from taking calls
Knowledge management tools available to help desk staff and end users
Budget development for staffing levels

Districts in Best Quartile (2022-2023)

Baltimore City Public Schools
Broward County Public Schools
Charleston County School District
Clark County School District
Dallas Independent School District
Hillsborough County Public Schools
Houston Independent School District
Palm Beach County School District
School District of Philadelphia
Shelby County School District

District 2019-2020 2020-2021 2021-2022 2022-2023

2 $14.6

3 $19.4 $9.2 $51.7

4 $17.3 $19.4 $97.3 $109.0

5 $28.8 $37.9 $30.5 $23.2

7 $33.3

8 $9.0 $8.3 $14.3

9 $18.4 $17.7 $18.4 $18.2

10 $27.5 $241.9 $9.2

11 $21.2 $40.4

12 $22.5 $17.7 $26.8 $25.6

13 $22.3 $10.1

14 $9.2 $7.0

15 $16.3 $12.1

16 $26.9 $21.1 $25.2 $23.6

18 $17.6 $8.0 $16.5

20 $24.9

23 $13.0 $21.0 $17.4 $22.8

24 $25.5 $25.5 $29.4

26 $119.1 $121.9 $127.7

27 $194.3

28 $27.3 $28.0 $27.3 $34.0

30 $46.5 $29.4 $53.5

32 $39.4 $19.9 $21.5 $35.3

35 $40.5 $25.1 $85.0 $111.3

39 $7.0 $7.0 $7.6

40 $62.2 $57.8

41 $8.2 $8.7 $7.7 $8.0

44 $55.0 $43.6 $59.4 $56.6

45 $33.1

46 $11.6 $8.1 $17.0 $10.4

47 $10.7 $30.5

48 $31.0 $28.0 $34.1 $46.3

49 $35.2 $139.6 $276.0 $251.0

50 $42.9 $45.3 $213.9 $122.2

51 $344.8 $206.2 $17.1

52 $92.6 $142.5 $106.9 $74.9

53 $42.0 $45.5 $39.0 $123.1

55 $8.9

57 $342.3 $81.0 $116.1

58 $374.4 $7.1

62 $10.4 $28.4

63 $47.6 $55.0

66 $45.6 $133.1 $40.9

67 $37.7 $51.3 $62.1 $72.5

68 $126.2 $41.0 $27.2

71 $6.9 $12.5

74 $260.1

76 $17.8 $26.4

77 $58.8

79 $481.9 $25.5 $29.7 $29.4

91 $55.1 $34.2

97 $13.0

3249 $38.0 $18.7 $42.5
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INFORMATION TECHNOLOGY

Systems Cost - Business Systems Cost per Employee

Description of Calculation

Personnel costs of staff for administration, development and support of enterprise 
business systems, plus annual maintenance fees for all enterprise business systems, plus 
total outsourced services fees for enterprise business systems, all divided by total number 
of district FTEs.

Importance of Measure

Can be used to evaluate total relative cost of systems. This includes recurring costs and 
maintenance fees only; it does not include capital costs or one-time implementation fees.

District 2019-2020 2020-2021 2021-2022 2022-2023

4 $348 $541 $320

5 $172 $179 $163 $174

7 $302

8 $253 $269 $268 $299

9 $194 $330 $402 $411

10 $176 $287

12 $138 $207 $195 $198

13 $468 $234

15 $88 $158

16 $205

18 $305 $267 $94

20 $187 $273

23 $584 $699 $583

24 $174 $144 $151

27 $162

30 $587 $486

32 $173 $153 $242 $168

35 $168 $191 $194

39 $393 $339 $443

40 $186 $238

41 $398 $369 $613

44 $267 $310 $354 $380

45 $85

46 $210 $270 $280

48 $619 $650 $531 $641

49 $78 $120

50 $217 $277 $220 $260

51 $169 $209 $355

52 $556 $513 $355

53 $195 $190 $208 $204

54 $287

55 $147

57 $489 $364 $434 $679

58 $310 $302

62 $385 $270

63 $235 $243

66 $232 $339

67 $533 $692 $633

68 $142 $113

71 $224 $227 $147

79 $135 $137 $166 $167

97 $82

3249 $68
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INFORMATION TECHNOLOGY

Systems Cost - Instructional Systems Cost per Student

Description of Calculation

Personnel costs of staff for administration, development and support of instructional 
systems plus annual maintenance fees for instructional systems plus total outsourced 
services fees for instructional systems all divided by total number of students in the 
district.

Importance of Measure

Can be used to evaluate total relative cost of systems. This includes recurring costs and 
maintenance fees only; it does not include capital costs or one-time implementation fees.

District 2019-2020 2020-2021 2021-2022 2022-2023

3 $52.7

4 $66.9 $65.3 $80.7

5 $11.2 $14.2 $15.4 $16.0

7 $52.0

8 $14.4 $13.2 $12.6 $12.3

9 $14.7 $12.5 $20.2 $11.9

10 $41.8 $50.9 $63.8 $19.9

12 $60.4 $50.4 $27.9

13 $17.4 $19.2

14 $19.4 $31.9

15 $99.4

16 $27.4

18 $17.3 $29.9 $46.1

20 $15.5 $34.0

23 $223.3 $133.1 $133.4

24 $27.0 $50.3 $25.6

26 $21.9 $9.1 $16.2 $17.1

27 $60.4

28 $11.3

30 $21.1 $19.8 $23.3

32 $42.7 $105.1 $37.9 $41.8

35 $11.9 $57.0

39 $34.4 $34.0 $35.1

40 $17.7 $14.4 $49.1 $29.7

41 $44.4 $48.3 $61.2 $21.2

44 $23.2 $15.6 $19.4 $19.9

45 $48.8

46 $7.2 $23.7 $19.9 $24.1

47 $49.5 $50.2 $43.7

48 $24.3 $18.8 $22.0 $26.0

49 $17.9 $23.3 $25.4

50 $23.7 $21.5 $13.8

51 $19.2 $11.0 $11.7 $29.3

52 $14.8 $22.9 $57.3

53 $121.7 $200.2

54 $18.4

57 $33.4 $54.8 $52.9 $53.8

58 $54.6 $73.6 $80.7

62 $31.4 $26.2

63 $88.0

66 $19.3 $37.1

67 $29.7 $26.9 $25.2 $42.8

68 $19.5 $12.7

71 $30.4

76 $52.3

77 $19.1

79 $30.2 $59.9 $33.5 $34.1

91 $19.5 $15.0

97 $18.0

3249 $18.5 $108.8 $105.5
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