
The City of Orlando, located in Central Florida, operates a ‘strong mayor’ form of government and 
employs 3,172 staff to provide municipal services to over 235,823 citizens. The City went live with 
Covalent  in late 2008 following a competitive bidding process involving all the leading vendors.
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“The City of Orlando is very focused on 
developing PIs that will allow managers 
and supervisors, at all organizational 
levels, to monitor and control their work 
processes.  One of our goals is to 
integrate the internal data reporting 
systems with the Performance 
Management (PM) system. This way, 
the City’s PM system could function as 
an integral mechanism where the entire 
operational activity is reflected and 
tracked.” 

Ion Luchin, Management Analyst, City of 
Orlando

Orlando is now managing over 1,150 
performance measures on Covalent across 
multiple departments, notably Economic 
Development, Transportation, Fire, Police and 
Public Works.  Over 50% of the 120 licensed 
users on the system log in at least once a 
month, with a growing number of more 
frequent users, including a few who visit daily.

Each user has a folder in Reports Central 
where they can access personalized reports 
for their areas of responsibility.

“The City of Orlando initially purchased Covalent as a tool to track implementation of the 
City's Strategic Plan, a concept that was new and uncharted territory for us. Covalent did 

allow the City to overcome huge challenges, build employees trust and to redirect its efforts 
on improving its Performance Management system.” 
Ion Luchin, Management Analyst, City of Orlando



The City of Orlando uses the flexibility of Covalent 
to progress track goals in a three level hierarchy: 
Strategic Focus Areas (SFAs), Initiatives and 
Goals. A number of performance indicators are 
then aligned to each goal to provide a means of 
tracking goal achievement.

Department Scorecards are used in a similar way, 
but this time the PIs are organized in a Balanced 
Scorecard across five perspectives. Using the 
Covalent “Status” overlay provides a traffic-lighted 
overview of each department’s performance along 
with achievement on each of the scorecard 
perspectives.
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Transportation 
Department  uses 

Covalent Snapshots…

…to track progress on both 
Actions and PIs. In 
addition, to providing a 
color-coded status alert, a 
Snapshot provides the 
most current PI result, the 
target, short and long term 
trend behavior and the 
status of any driver PIs. 
You also have one-click 
drill down capability to 
access supporting 
information. 

Economic Development uses 
Covalent Scorecards…

…to monitor achievement of the
department’s five operational goals, with
specified performance indicators aligned
against each.
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The Legal Department uses 
Covalent Action Central…

…to track key milestones relating to the
quasi-judicial hearings, plats and
ordinances actions. Each action has an
assigned owner and a specified due date,
against which it is traffic-lighted. Red
actions indicate a missed deadline.
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The City of Orlando’s Fire Rescue Department has nearly 450 performance measures on Covalent. 
Many of these relate to individual apparatus, for which the department monitors reliability, in-service 
time and various aspects of apparatus downtime on a weekly, sometimes, daily basis.  Additionally,

that are available at a push of the 
button for many tasks, including the 
budget document.

The departmental scorecard provides a framework for assessing performance in a balanced 
manner, aligned with key operational priorities. This scorecard can then be used to create reports

Above:  Data table of Downtime for Engine A.

the department monitors a number of traditional 
operational measures.

Above:  Operational PI performance notebook.


