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Establishing Performance Frameworks     
 



• Effective Process Of Identifying Outcomes 
and Indicators  
 

• Effective Process of monitoring and 
Comparing Performance  

Performance Frameworks  
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Which Arrow Represents Your Authority  ? 



The “Golden Thread” of Service Planning In Highways   

       

Corporate Authority   
Outcomes  

 

Service Plan 
Objectives/Indicators   

Team Plan 
Objectives/indicators   

Safe , Healthy , Prosperous and 
Independent  etc etc  

• Network Condition  
• Reduce congestion 

• Prompt Repair of Defects   
• No ice on highway 
• Schemes completed on time  
• Highway inspections on time  



 The “Golden Thread”  in Simple Form  

If the County Council  
corporately is selling pink   

Your service cannot 
 be selling white ! 

Corporate Outcomes  

Service Outcomes  



Key Service Objectives 2019/20 

No. Objectives Accountability Measure Completion Date Link to Corporate 
Outcome 

1 

Implement A Staff Well-Being and Support 
Strategy Through: 

  
• Awareness Session on DCC Resource 
• Team Leader Development   
• Over 40’s Health Checks  
• Develop Effective ICT Strategy  
• HAVS and Hearing Tests  
• Host Well Man/Woman clinics 
• Utilising Coaches and Mentors  

  

Joe Smith  

Reduction in staff reporting staff related stress  
  

Increase in staff reporting that that stress is not affecting 
their performance at work (Employee Survey)  

  

31/03/20 Healthy  

2 

Support Business Delivery Through Improved ICT 
by: 
  

• Formation of monthly ICT Liaison Group  
• Implement Revised ICT Support Structure  
• Effective Use of ICT Portal/Help Desk for BAU 

issues  
  

Mike Johnstone  Improve Staff Satisfaction in ICT Provision (Employee 
Survey by 25 %)  31/3/20 Healthy and 

Prosperous  

3 Maintain the highway network in suitable condition Amy Jones 

Network classification in need of maintenance not to 
exceed: 

4% Principle Network 
5% Non-Principle Network 
12% Unclassified Network 

31/03/20 Safe & Prosperous 

4 Deliver highway service with allocated budget Joe Smith Year-end out turn to be within 1% of net budget 
allocation 31/03/20 Prosperous 

5 Minimise number of killed or seriously injured 
incidents on the network Simon Green  Total number of people killed or seriously injured to be 

less than 185 31/03/20 Safe, Healthy & 
Prosperous 



No. Objective Accountability Measure 
Completion 

Date 
Link to Corporate Outcomes 

1 Well managed approach to Health & Safety in the workplace. Dave Hill  
50% reduction in RIDDOR incidents, and 4% reduction in all incidents, through good health & safety management 
- including a robust near miss reporting culture, increasing the number reported to 100%. 31/03/19 

Safe 
Prosperous 

2 
Deliver service & programmes of work within allocated budget, ensuring 
work is delivered on time and all income is recovered in a timely manner. 

 
Mike Wilson  

Ensure budget is delivered to +/- 5% of control total and programmes on work delivered on time. 
Compile & maintain a comprehensive forward programme for both delivery & design of construction programme. 
80% of all schemes delivered to target budget & 85% completed on time. 

31/03/19 Prosperous 

3 Manage attendance/sickness levels and support staff well-being. Martin Laird  Reduction in sickness days lost through robust adherence to the absence management policy - corporate target 
7.5 days per FTE - and support well-being key service objective to reduce employee stress levels. 31/03/19 

Healthy 
Prosperous 

4 Contributing to budget savings. Martin Laird  Increased service efficiency by implementing and a fostering lean thinking approach to service delivery. On-going Prosperous 

5 Provide a cost effective and responsive highway delivery service. Dave McKay  

Reduction in customer complaints by 5%. 
Reduction in repeat visits to carry out repairs by 5%. 
Reduction in third party claims by 5%. 
95% of Category 1 defects made safe within 32 hours. 
90% of Category 2a and 2b defects completed within 28 days. 
90% of highway inspections completed within +/- 5 days. 
21-day average end to end time for Cat 2B reactive repairs. 
96% of defects repaired to specification. 

31/03/19 
Safe 

Healthy 
Prosperous 

6 Review stores management process and delivery. 

Rebecca Hill  

Improvement in stores inventory control across all main depots and incorporating Sign Shop. 30/09/18 Prosperous 

7 Develop a suite of separate c/way and footway inspection routes. Mike Wilson  More efficient routes built into Confirm which are aligned with code of practice, culminating in improved delivery of 
inspection.  31/12/18 

Safe 
Healthy 

Prosperous 

8 

Work towards having all structural maintenance designs carried out up to 
one in advance construction delivery date. 

 
Mike Wilson  

90% of schemes for 2019/20 programme completed by March 2019. 21/03/19 Prosperous 

Operations Team Plan 2019/20 
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 Highways Service Planning Cycle  

SERVICE 
PLANNING 

FRAMEWORK  

Service Plan 
Presented To 

Staff  
APRIL  Members 

Seminar To  
Present 
Service 

Strategy and 
Plan  

APRIL  

Half Year  
Business 
Strategy 

Workshop 
(To Review 
Progress 

Against Service 
Plan)  

 SEPTEMBER  
Member,  

Parish Council 
and Public 
Surveys  

OCTOBER   

Staff Self 
Assessment 
Workshops  
FEBRUARY  

 
Business 
Strategy 

Workshop 
 MARCH  

 

PLAN  

REVIEW  

DO  



APSE/DMG Benchmarking Initiative  
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Direct Management Group  
• Northern Group  

 
• Midland /Southern Group  

 
• Quarterly Meetings  

 
 



DMG Benchmarking Club  

Self Assessment Questionnaire Question 15 :  

Does your Authority undertake benchmarking to drive  
Improvements in its highway maintenance services ? 



 APSE Performance Networks   

• Building Cleaning  
• Building Maintenance  
• Cemetery and crematorium Services  
• Catering  
• Environmental Health  
• Land Audit Management  
• Market Operations  
• Parks  
• Refuse Collection  
• Road, Highways and Winter Maintenance 
• Sport and Leisure  
• Street Cleansing  
• Street Lighting  
• Trading Standards  
• Transport Operations and  Vehicle Maintenance  

Established Benchmarking 
Service  
 
• 200 Authorities Participating  
 
• Across 15 Front Line Service 

Areas  
 

• Operating for 20 years  



Benchmarking :Why ?  

• Increasing Elected Member challenge re value for money   
 

• Incentive Fund Self Assessment highlighting need (Band 3 ?)  
 

• NHT Survey good but limited scope on customer satisfaction 
 

• Due To Limited Staff Resource …Need for suite of indicators 
that dropped out of existing performance data  
 
 



DMG Benchmarking  
• Dorset CC Club Administrator 

 
• After two Annual reports and increasing membership 

..becoming increasingly Resource Hungry  
 

• Revenue funding within DCC reducing/ pressure on 
staff time  
 

• Discuss with APSE re aligning with their Performance 
Networks  



Aligning DMG With APSE  
• Consult with DfT re proposed merger : 

     Steve Berry Department For Transport  

• DMG Members consulted on proposals  
 
• All agreed to proceed with APSE  association  



What Is Being Measured ? 
Performance Indicators  
 

 

• Operational Performance     14 no 
 

• Revenue Budget                   5 No  
 

• Capital Budget                      3 No  
 

• Network Condition                13 No  
 

• Staff Performance                 3 No 
 

• Health And Safety                 5 No  
 

• Customer Satisfaction          15 No  
 
 
 
 



DMG Benchmarking 
Members   

 
South/ South West                                        Midlands                                                                                         Northern  
 
Cornwall                                     Suffolk                                                                         Cumbria  
Dorset                                         Norfolk                                                                         Northumberland  
Gloucestershire                           Oxfordshire                                                                 Lancashire  
Wiltshire                                      Leicestershire                                                             Durham 
South Gloucestershire                 Nottinghamshire                                                East Riding Of Yorkshire  
 East Sussex                                Derbyshire                                                                    Leeds City  
North Somerset                            Derby City                                                                    Calderdale                                                          
Poole                                            Milton Keynes                                                               Kirklees  
Bournemouth                                
Hampshire  
 

 



Reports : Performance Indicator Standings   

 
Showing : 
 
• Highest and Lowest In Group  
• Group average  
• Your standing  
• Quartile information  



Reports : Graphical   

 
• Individual Indicator Comparison  



Reports: Trend 
Information    

 
• Trend comparison against 
   each indicator for up to  
   previous 5 years  



Reports : Performance At Glance  
Individual Indicator Performance 
 
Showing If : 
 
• Performance better than Group Average  

 
• Performance is  within 25% of group average  

 
• Performance below the above  

 
• Performance has improved on previous year  

 
• Performance is within 5% of previous year  

 
• Performance has deteriorated from previous year  
 
 



Reports :Infographic   

Personalised To 
Individual  
Authority   



 
• Variation in approach to Service Deliver still exist  

 
• Identified  best practice within the Group Members  

 
• Identify areas of potential revenue savings  

 
• Variation in Asset Management Approaches  

 
 

What Has Analysis Of 2017/18 Data 
Shown ? 
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Performance Variation :  Repair Of Cat 1 and 2 Defects  
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Differing  
 
Operational  
 
Techniques ? 



Performance Variation :   Cost Of Third Party Claims and %  Repudiated   
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More Robust Inspection Regimes ? 
 
More inclined not to settle out of court ? 



Performance Variation :  Winter Maintenance Costs and % Treated   
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Why ? 



Performance Variation :  Revenue Budget /km   
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Internal Authority Funding Issue ?   



Performance Variation :  % Network Requiring Maintenance ( Red)  
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Performance Variation :  Skidding Resistance Above Investigatory Level 
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• Capital Programme Prioritisation  Issue ?   
 
      ie Surface Dressing Priority ? 



Performance Variation : Bridges/Structures Funding / 
                                          Required Increase in  Live Load Capacity   
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Differing approach to division of DfT  
Maintenance block ? 
 
Historical differences in investment 
Strategies ? 



Performance Variation :  Staff Absence 
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Variation in Absence Management Policies ? 



Performance Variation : RIDDOR  
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Variation in approach to Health And Safety ? 



Performance Variation  Public Satisfaction – Is your Council doing more ? 
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Better Communication Procedures ? 



• DfT Audits …commencing Spring 2019 ? 
 

• Initial Selection Of Authorities   
 

• Intention is then ALL Authorities to be audited  
 

Clear evidence of how Authorities are actively 
utilising benchmarking data will be required for 
Band 3  

Self Assessment  
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Data Request Timetable 2018/19   
• Data request template sent out to members  - May 2019 

 
• Data submitted date                                         – 26 July 2019 

 
• Data validation/checking meetings – 23 August to 13 September 2019 

 
• Final date for return of updates and amendments - 20 September 2019 

 



Performance Publication Dates  
 

• Performance Indicator Standings – 30  September 2019 
 

• Performance report (graphical) –     30 September 2019 
 

• Performance at a glance –                31  October  2019 
 

• Direction of travel –                           31  October  2019 
 

• Infographic –                                      31 October   2019 
 

• Knowledge Exchanges  -                 Sept 2019/ Feb 2020 



• Presentations from best performers  
• Examination of current data collection methods  
• Identify Areas For Improvement In Process  
• Identify new Indicators For Future Years  
• Identify any other areas for comparison  
     ( ie fees and charges – levels of sponsorship –levels of    
    income generation ) 
  

Knowledge Exchanges  
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Exchange Of Best Practice : Annual Seminar  

 
• Annual Seminar held each December  

 
• Includes Annual Award Dinner 

 
• Attended by over 300 delegates  

 
 
 



• What Does Membership Offer ?  
 

• Access to best practice  
• Direct comparison of performance  
• Direct comparison of available budgets 
• Comparison in groups of Authorities (if required)   
• Band 3 Compliance  
• 5 professionally compiled performance reports  

 
• All for only £ 990 pa.  

 

APSE/DMG Benchmarking  
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Interested In  Participating ?  

Contact  

Debbie Johns  

Head Of Performance Networks  
 

Email: DJohns@apse.org.uk 

 
Association for Public Service Excellence 

3rd floor, Trafford House, Chester Road,  
Old Trafford, Manchester M32 0RS. 

telephone: 0161 772 1810 
web:www.apse.org.uk  
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