
NHDOT’s Balanced Scorecard addresses 
three priorities: strategic management, 
performance measurement, and 
communication. This Executive Summary 
provides an overview of NHDOT’s 2012 
performance in critical goal areas.

Strategic Management
The Strategy Map depicts NHDOT’s 
strategic management: how the Mission, 
Purpose and Vision are supported by 
four Strategic Organizational Goals: 
Employee Development, Effective Resource 
Management, Performance, and Customer 
Satisfaction. Twelve Objectives connect 
these goals to the work of the Department 
and define the means of implementing the 
Goals.

Performance Management
The Balanced Scorecard Matrix depicts 
thirty performance measures identified to 
track progress in achieving each objective.  
The measures chosen do not cover all 
aspects of NHDOT activity. The measures 
were chosen because they are key 
indicators of progress toward an objective, 
are important, are understandable and 
have data currently available. Data 
included for each measure includes; 2011 
actual, 2012 actual, 2012 expected, 2013 
expected, 2015 and 2017 projections, and 
2015 and 2017 goals.

Communication
The Looking Forward section describes 
NHDOT’s strategic direction for 2013. The 
state’s infrastructure is aging without 
sufficient funding to maintain it resulting in 
reduced life and reduced ability to handle 
increased demand. NHDOT is committed 
to meeting the challenges by effective and 
efficient prioritization of efforts and capital 
on the most important activities.

Preserving the existing infrastructure
Preserve NH’s multi-billion dollar bridge and pavement 
investment in the most cost effective way.

•	 �Advertise $75 million of contracts which will construct 
320 miles of pavement preservation projects to keep the 
Interstate and National Highway System highways in 
good condition and slow the decline of lower volume 
State Secondary routes.

•	 �Advertise $62 million of bridge and roadway approach 
contracts which will remove 10 bridges from the  
Red List.

Improving Safety
Reduce highway fatalities by 50% by 2030 with the 
ultimate of zero fatalities.

•	 �To reduce the number of fatalities and severe injury 
crashes, advertise $9 million of projects including:

-- intersection safety improvements

-- 2.5 miles of new median barrier on divided highways

-- 9 miles of guardrail upgrades

-- 100 miles of rumble strips

-- safety improvements to problem curves

-- new and upgraded warning signs

-- safety education and public outreach

Maintaining Mobility
Reduce travel delay to improve quality of life and efficient 
movement of people and goods. NHDOT will address:

•	 Congestion delay by:

-- �continuing work on the Interstate 93 Salem to 
Manchester Project�

-- �continuing work on the Newington-Dover 
Spaulding Turnpike Project

-- �optimizing the operation of 65 signalized 
intersections

-- �completing the Hooksett Open Road Tolling  
Project - done and open
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Mission
Transportation excellence enhancing the quality of life in New Hampshire

Purpose
Transportation excellence in New Hampshire is fundamental to the sustainable 
economic development and land use, enhancing the environment, and preserving 
the state’s unique character and quality of life. The Department provides safe and 
secure mobility and travel options for all residents, visitors, and goods, through a 
transportation system and services that are well maintained, efficient, reliable, and 
provide seamless interstate and intrastate connectivity.

Vision
Transportation in New Hampshire is provided by an accessible, multimodal system 
connecting rural and urban communities.  Expanded transit and rail services, a 
well-maintained highway network and airport system provide mobility that 
promotes smart growth and sustainable economic development, while reducing 
transportation impacts on New Hampshire’s environmental, cultural, and social 
resources.  Safe bikeways, sidewalks, and trails link neighborhoods, parks, schools, 
and downtowns.  Creative and stable revenue streams fund an organization that 
uses its diverse human and financial resources efficiently and effectively.

•	 Weather delay by:

-- �keeping the time to achieve black, wet pavement 
to within 2.5 hours of the end of winter storms on 
major commuter routes.

•	 Construction delay by:

-- �coordinating smart work zones on major 
construction projects.

•	 Incident delay by:

-- �coordinating crash response and clearance with State 
and local police and emergency medical services

-- �providing service patrols to assist broken down 
vehicles along high volume traffic corridors.

Strengthening the Economy
Create and manage a transportation system that enables 
economic growth and promotes prosperity.
Approximately 60% of NHDOT’s budget is spent in the 
private sector creating or maintaining thousands of jobs. In 
addition, NHDOT will continue to:

•	 Deliver projects on time and under budget

•	 �Invest in innovative materials and methods for the 
transportation system

•	 Maintain and preserve the highway system

•	 �Collaborate with all our safety stakeholder partners to 
provide a safe transportation system.

For more information, visit the NHDOT website at www.nh.gov/dot/org/commissioner/index.htm

Looking Forward
Based on 2012 performance, expected trends, and feedback from our customers, in 2013 NHDOT will focus on:



2013 Expected - expected performance based on established 2013 budget, programs, staffing levels, advertisement schedule.
2015 Projected, 2017 Projected - �trended performance based on maintaining 2013 budget levels and funding splits,  

2013 staffing levels, and 2013-2022 TYP priorities.
2015 Goals; 2017 Goals - the preferred level of performance
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Goal	 Objective	                     Measure 	 2011	 2012	 2012	 2013	 2015 	 2015	 2017	 2017
	Actual	 Actual	 Expected	 Expected	 Projection	 Goal	 Projection	 Goal
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Increase Customer 
Satisfaction

Improve Asset  
Conditions

Increase Mobility

Improve System Safety  
and Security

Improve Department 
Efficiency

Identify, Communicate  
and Collaborate  

with Partners

Effectively Manage
Financial Resources

Implement Strategic
Workforce Planning

Protect and Enhance
the Environment

Increase Bench Strength

Optimize Employee
Health and Safety

Align Employees Around
Department’s Mission

Customer Satisfaction - Transportation System*  	 85%	 67%	 85%	 75%	 78%	 100%	 80%	 100%

State Highway Pavement in Good or Fair Condition
Red Listed State Bridges

Rail Lines Capable of Speeds of 40 mph

Airport Runway Surface Conditions
Remaining Useful Life of Transit Buses

Employees Who Understand, and Feel Their Job Contributes to the  
Mission of the Department. (From Respondents to Employee Survey)

Employees Engaged in Professional Development Plans

Total Number of Workplace Wellness Activities Participated In*
Employee Injury Incident Rate

Energy Usage of NHDOT Facilities
Salt Usage (Five Year Moving Average)

Workforce Represented in Completed Workforce Planning

Distribution of Expenditures by Lane Miles (Highway Fund)

Private Sector Jobs Sustained by Federal and State Transportation  
Capital Investment

Partners Satisfied

Snow and Ice: Average Time to Achieve Bare Lanes (Major Routes) 
Projects On Time By Ad Schedule

Construction Bid within 5% of Final Construction Cost

Highway Fatalities  
(Five Year Moving Average - Goal Towards Zero Deaths)

State Population with Access to Multimodal Transportation

Air Ridership

Average Level of Service on Selected Highway Segments*
Total Freight Shipped Via All Modes

Rail Ridership

Transit Ridership

	 miles	 2,695	 2,597	 2,611	 2,555	 2,470	 2,597	 2,385	 2,597
	 number	 149	 140	 152	 145	 148	 140	 151	 140
	 miles	 103	 104	 103	 104	 104	 139	 104	 186

	 average condition	 Good (4.0)	 Good (4.11)	 Good (3.5)	 Good (4.21) 	 Good (4.15)  	 Good (4.50) 	 Good (4.15)	 Good (4.50)

	 49%	 43.8%	 49% 	 33%	 12%	 40%	 0%	 40%
	 # total riders	 3,415,291	 3,638,277	 3,743,873	 3,743,467	 3,963,060 	  4,583,181	 4,195,534 	 5,345,823 

	 # total riders	 210,231 	 199,645  	 216,538	  223,034	 230,038	 236,939	 244,047	 251,368
	 2,831,673	 2,607,103	 2,831,673	 2,607,103	 2,607,103	 2,686,100	 2,607,103	 2,740,091	

	 tons	 68,667,213	 65,640,138	 68,667,213	 68,667,213	 68,667,213	 69,353,885	 68,667,213	 71,455,377	
  level of service	 C (.68)	 C (.60) 	 C (.68)	        This performance measure will change to Delay on Selected Highway Segments	
	 percent	 24%	 24%	 24%	 24%	 24%	 25%	 24%	 26%

	 number	 119	 114	 118	 114	 106	 0	 99	 0	

	 hours	 n/a	 no data	 2.5	 2.5	 2.5	 2.5	 2.5	 2.5	
	 percent	 69%	 67%	 75%	 75%	 80%	 85%	 85%	 85%	

	 percent	 89%	 93%	 90%	 91%	 91%	 91%	 92%	 92%	

	 percent	 72%	 85.8%	 72%	 86%	 89%	 100%	 92%	 100%
 	 # jobs	

1,627
	

1,663	 1,627	 1,652	 1,630	 1,957	 1,630	 1,957	 supported				  

	 $65,509	 $64,496	 $65,509	 $61,204	 $53,333	 $57,971	 $57,971	 $63,768	

	 percent	 0%	 46%	 40%	 50%	 75%	 100%	 85%	 100%	

	 tons	 158,315	 112,660	 166,813	 169,014	 169,014	 162,254	 169,014	 155,493	
	 kbtu	 72,907,094	 50,320,594    	 72,257,094	 65,000,000	 64,351,625	 64,351,625	 64,030,269	 63,709,718

	 percent	 0%   	 5%	 10%	 7%	 10%	 12%	 15%	 17%	

	 percent	 4.8%	 6.29%	 3.6%	 4.72%	 2.65%	 0%	 1.49%	 0%	
	 number	 n/a	 n/a  	 n/a	 5,000	 7,500	 7,500	 10,000	 10,000

	 percent	 83%	 83%	 85%	 84%	 85%	 100%	 86%	 100%	

Energy Usage of NHDOT Vehicles 	 gallons	 1,534,230   	 1,420,621 	 1,518,888	 1,503,546	 1,473,321	 1,473,321	 1,443,705	 1,443,705
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total emplanements 
and deplanements

percent of vehicle 
life remaining

$ per lane mile

percent
satisfied

	 Units

Customer Satisfaction - NHDOT Performance*  	 -	 -	 -	 85%	 86%	 100%	 87%	 100%percent
satisfied

Operations Facilities in Compliance with Environmental Regulations* 	 percent	 67%	 94%	 92%	 94%	 96%	 98%	 98%	 100%	

* Changed from 2011 BSC


