
Winnipesaukee River Basin Program Balanced Scorecard  

The New Hampshire Department of Environmental Services (NHDES) Winnipesaukee River Basin 
Program (WRBP) operates the state-owned wastewater collection and treatment system serving ten 
communities in the Lakes Region, represented by a 10-member Advisory Board. Sewer rate payers in 
these member communities fully fund the WRBP. Consistent communication is critical to the success of 
the WRBP in that these rate payers deserve to know that their funds are consistently being used 
effectively and that the WRBP is managed and operated efficiently. A Balanced Scorecard (BSC) is a 
communication tool for presenting attainment toward achieving specific goals and objectives as annual 
snapshots in time. The WRBP’s BSC was developed through collaboration between NHDES staff and the 
WRBP Advisory Board. The goals are presented in four major categories which align with NHDES’ 
overarching strategic plan – Customer Satisfaction, Operational Performance, Effective Resource 
Management, and Employee Development. Within these four goal categories, measurable objectives 
that could be presented as numeric metrics were developed specifically for the WRBP based on internal 
(NHDES staff and management) and external audience priorities (Advisory Board members representing 
rate payer interests). Not every metric that is, or may be, monitored by the WRBP was presented, so a 
vetting process was implemented to assure that the subset of information presented maintained a 
balance between noteworthy successes and areas for improvement. By using the BSC approach to 
develop and then reassess goals and attainment toward defined objectives each year, the WRBP will be 
able to effectively communicate accomplishments, monitor key performance parameters, and focus 
resources on improving the program’s effectiveness. The BSC was modified in 2017 to better monitor 
Effective Resource Management. The BSC continues to track the number of repeat, preventable 
callbacks for the same emergency situation, but two new measures were added to differentiate 
between callbacks hours attributable to the WWTP versus those attributable to the collection system. 
Monitoring these measures will further assist WRBP staff in identifying potential corrective measures 
and focusing resource needs to reduce both the number and labor hours involved in responding to such 
preventable incidents. The 2020 BSC demonstrated that 6 measures met expectations and 6 measures 
still need additional resources or added focus to meet goals. Trending continues to be monitored for 7 
additional measures in order to appropriately focus resources. 2 of those trends (energy efficiency and 
financial spend rate) have met or exceeded expectations and are trending positively. Non-SCADA 
overtime trended upward in 2020 with staffing levels being reevaluated. The WRBP’s BSC was updated 
to reflect 2021 goals for sustained and continuous improvement.  
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