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Performance 
management 

Scenario
I  drive the same way to work everyday.  It’s a 42 mile 

journey and I average between 34 and 37 miles per gallon.

It is a car share and Alan always drives the return 

journey.  We drive back on exactly the same route however Alan

averages between 42 and 45 miles per gallon. 

Consider the possible reasons why his performance is 

always better than mine.



Possible Reasons
1. The car is lighter on the way home because we take heavy 

items to work each day for the stockroom.

2. It is mainly downhill on the way home.

3. On the way to work you tend to get stuck in traffic jams 
whereas the road is quiet on the way home.

4. Alan has been on a SAFED (safe and fuel efficient driving) 
training course and I haven’t.

5. I drive really fast as I can’t wait to get into work.

6. Alan drives at 54 miles per hour to save fuel.

7. We give a colleague a lift to work but she only works half 
days and gets the train home.



What lessons do we learn 
from this?

There may be other reasons that are not immediately 
obvious as to why performance varies once you look 
into it

How and why is it important to have robust 
monitoring procedures in place and to understand the 
reasons for differences in performance 

To realise that in the majority of cases there is seldom 
just one reason for levels of performance
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Evaluate How well is my service performing?

Control How can I ensure that my staff do the right thing?

Budget How should my service spend public money?

Motivate How can I motivate staff, middle managers, contractors, partners, 
stakeholders, and service users to do the things necessary to 
improve performance?

Promote How can I convince elected members, auditors and inspectors, 
senior managers, citizens, and other stakeholders that my service is 
doing a good job?

Celebrate What aspects of our performance can we celebrate?

Learn Why are things working or not working?

Improve What exactly should who do differently to improve performance?

Eight Purposes for Measuring Performance, 

Robert Behn
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Current context

To meet the duty of improvement  from Part 12 of the Local Government Act 
(Northern Ireland) 2014

Set measures, provide performance data, keep interested parties and service 
users informed and undertake benchmarking

Baseline and future performance for new councils

Keeping the councillors and public informed

Making decisions on how to change and transform your services

To manage your services effectively

Demonstrating value for money
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Performance networks 
service areas

Cemetery and crematorium

Refuse collection

Parks, open spaces and horticultural services

Street cleansing

Environmental health

Sports and leisure facility management

Planning
Economic development
Community development
Culture
Corporate
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Implementation plan

July 2016 Launch of the new data templates

July/August 2016 Training session

August 2016 Deadline for return of the data

End of August 2016 Production of PI standings reports

End of September 2016 Production of Performance reports

September/October 2016 Performance review session

January 2017 Peer learning session

March 2017
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Data is the start of the 

- Performance at a glance report 

- PI Standings reports

- Family Group performance reports

1. Performance Indicators

2. Data tables to support Performance Reports

3. Family Group Profile data

- Direction of travel reports 

- Case studies 

Environmental health performance at a glance 14-15 - Sample Authority.pdf
App 04 - Cemetery and crematorium performance at a glance - sample.pdf
Environmental health performance indicator standings report 2014-15 - Sample authority.pdf
App 02 - Leisure Performance Indicator Standings 2013_14.pdf
App 01 - PI Report (Refuse).pdf
App 01 - PI Report (Refuse).pdf
App 03 - DOT Parks sample.pdf
Case studies 2016.pdf
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Using performance data

What is my data telling me

Identifying strengths & weaknesses

Verifying source data

Assessing who is good and why

Setting realistic improvement targets

Setting improvement timescales

Identifying action plans to achieve target goals

Using PN to monitor

Assessing customer satisfaction
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Peer learning

About process benchmarking
Data drilling

Identify 2-3 performance indicators

Explore key processes:
Cost

Resources

Time

Systems

Use of technology

Examples
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Using data - elected members
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Conclusions

Knowledge is power

Performance information is more than data

Service improvement and governance

Motivate, promote and celebrate

Direction of travel

Benchmarking with peers
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Contact details

Debbie Johns, Head of Performance Networks

Email: djohns@apse.org.uk

Mobile: 07834 334193

Association for Public Service Excellence
2nd floor Washbrook House, Lancastrian Office Centre, Talbot Road, 

Old Trafford, Manchester M32 0FP.
telephone: 0161 772 1810

fax: 0161 772 1811
web:www.apse.org.uk
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