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Performance
management

Scenario

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

journey and | 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 | haven’t.

5. I drive really fast as | 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



Eight Purposes for Measuring Performance,

Robert Behn

Evaluate How well is my service performing?

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

Budget How should my service spend public money?

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

Promote How can | 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?

www.apse.org.uk




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

www.apse.org.uk



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

www.apse.org.uk
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Environmental Services (Northern Ireland)
PN year 18 - data 2015/ 2016
Pl results (pending validation)

These are the performance indicators that will be included in the annual APSE environmental services performance report. You may still be excluded from final reports if determined by
ilters or parameters, even though your data appears in this results” page.

/here the result cell uses the estimated local authorty population figure (POPLN from the "Profile’ tab) in the performance indicator the output shown below may vary from the final report.
The local authority population for final reports will be sourced separately by APSE. These results will appear in the draft & final performance reports.

:Ref Indicator Results
Refuse Collection services
Cost
E5 1.1.01  |Cost of refuse collection semvice per household (excluding domestic waste disposal) £0.00
PI 01c)
£51.1.02 |Transport costs as a percentage of cost of refuse collection senice (excluding domestic waste disposal) 0.00%
Pl 10b)
E51.1.03  |Front line staff costs as a percentage of cost of refuse collection senice (excluding domestic waste disposal) 0.00%
Pl 18b)
Quality
-5 1.2.01  |Customer satisfaction with refuse collection senices (% of users that were "Satisfied’ or Very Satisfied’) FALSE
Pl 33)
Statutory performance indicators
£S5 1.3.01  |W 1. The percentage of household waste collected by the district council that is sent for recycling (including waste prepared for re-use) FALSE
Pl 12a)

Welcome Instructions Home Profile Refuse Parks Streets Cems Results Guidance
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Environmental Health Services (Northern Ireland)

PN year 18 - data 2015/ 2016
Pl results (pending validation)

These are the performance indicators that will be included in the annual APSE environmental health performance report. You may still be excluded from final reports if determined by filters
or parameters, even though your data appears in this results’ page.

Mhere the result cell uses the estimated local authority population figure (POPLN from the ‘Profile’ tab) in the performance indicator the output shown below may vary from the final report.
The local authority population for final reports will be sourced

Ref Indicator Results
Profile
Productivity
-H 1.2.01  |Average time (days) for completion of a senvice request 0.00
Pl 28)
Financial
Cost
“H 2.1.01  |Met cost of service per head of population £0.00
Pl 01a)

Food hygiene

Quality

Welcome Instructions Home Profile

Financial input

Food hygiene

Health and safety

Results

Guidance
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Sports and leisure services (Northern Ireland)
PN year 18 - data 2015/ 2016

2

: Pl results (pending validation)

[

These are the performance indicatars that will be included in the annual APEE corporate seryices performance repoark. Vo may still be cxcluded from final reparts if determined by Filters or
56 parameters, even though wour data appears in thiz resulks' page.
“Where the result cell uses the estimated local autharity population figure [POPLM from the 'Profile’ tab] in the performance indicator the output shown below may vary from the final report.

T | The local authority population For Final reportz will be zourced

L=

a Rel Indicator Hesul:
10

1 = -

- Financial

15

14 Lot

15

16

7 (PIO2 Subsidy per vizit [excluding CEC and free school uzs) i £0.00|
15

13

an (P13 Mt ozt per head of population [excluding CEC) £0.00|
21

22

3 |1 04 Custamer zpend per head £0.00|
24

25

26 Pl OT Ftaff costs per admission £0_00]
27

24

23 Pl 42F Encrgy cost per user £0_00)
30

31

32 Usa ge

[k

54

35 Eroductirite

1)

3T

% Pl 3 Uzage per opening hour 000
33

40

41 (Pl 23 Uszagqe per 1,000 head of population LIM1]1)
M 4 M| Welcome Instructions Home Dirivers Mngt IIsage Statt Staff Absence Calc Expenditure

In

Reardw
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Corporate Services (Northern Ireland)

PN year 18 - data 2015/ 2016
Pl results (pending validation)

These are the performance indicators that will be included in the annual APSE corporate services performance report. 'ou may =till be excluded from final reports if determined by filters or
parameters, even though your data appears in this ‘results’ page.

‘where the rezult cell uses the estimated local autharity population figure [POPLM from the 'Praofile’ tab] in the performance indicatar the autput shown below may vary from the final repart. The
local authority population for final reports will be sourced separately by APSE. These results will appear in the draft & final performance reparts.

Ref Indicator Results
Organisational development / human resources (OD / HR)
Lost
CS5 1.1L.01 | Cost of organisational development f human resources service per employes 0
[P1 01)
Productivity
CS5 1.2 | Average time [days) to fill a vacancy []
[Pl D2)
CS5 1.2.02 | Average cost tofill a vacancy 0
[P103)
CS5 1.2.03 | Staff leaving as a percentage of average total staff [excluding voluntary severance) 000z
[Pl D4)
CS5 1.2.04 | Average working days per FTE lost through sickness abzence for the organisation oon
[Pl D5)
People
CS5 14.M | Percentage of the top 53 earners in the aorganisation that are women 0z
[FPI D8]
Information and communications technoloqgy (ICT)
Lost
CS 210 |CostofICT service per head of population F0.00

Welcome Instructions Home Profile oD HR ICT Registration Legal Training Finance




Community development services (Northern Ireland)
PN year 18 - data 2015/ 2016
Pl results (pending validation)

These are the performance indicators that will be included in the annual APSE community development performance report. You may still be excluded from final reports if determined by
filters or parameters, even though your data appears in this ‘results’ page.

Where the result cell uses the estimated local authority population figure (FOPLNM from the Profile’ tab) in the performance indicator the output shown below may vary from the final report.
The local authority population for final reports will be sourced

Ref Indicator Results
Financial
Cost
CD1.1.01  |Met cost of community development services per head of population (including CEC) £0.00
(P1 01)
CD1.1.02 |Met cost of community development services per head of population (excluding CEC) £0.00
(P1 01)
CD1.1.03 |Percentage of community development spend sourced via external funding 0.00%
Community development
Productivity
CD2.201  |Community development participation rates per annum per head of population 0
(P102)
I

Welcome Instructions Home Profile Financial input Community development Results | Guidance ®
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1 Cultural services

= PN year 18 - data 2015/ 2016

s Pl results (pending validation)

[

Theze are the performance indicatars that will be includzd in the annual APEE corporate zervices performance: reperk. Tou may still Be excluded from final reports if determined by Filkers or
5 parameters, even though your daka appears in thiz ‘rezults’ page.
=]
where the result cell uzes the estimated lacal autharity population figure [POPLM from the 'Profile’ kab] in the perfarmance indicatar the output shown below may vary from the final report. The

T local autharity populakian far Final reparks will be zourced

o

3 Ref Indicator Hesults
0

11 . o

- Financial

13

L Lozt

15

16

;7 |FIDM Met cost of cultural services per head of population £ -
15

13

an (PFlLOMa Mek cost of theatres services per head of population £ -
21

22

a5 | FLOE Met cost of vizitar attraction services per head of population £ -
24

25

ag, Pl Dc Met cost of Festivals services per head of population £ -
27

25

25 (FIO1d Met cost of ather services per head of population £ -
30

|

sz Usa ge

33

34

35 Eroductivite

36

37

a5 Pl D2 Theatre participation rates per head of population 0.00%
33

40

41 PF1O3 “Wizikar atkrackions participation rates per head of population 0.00x
M 4 » M Welcome Instructions Haome Data input Results i’
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Economic Development
PN year 18 - data 2015/ 2016
Pl results (pending validation)

These are the performance indicators that will be included in the annual APSE corporate services performance report. You may still be excluded from final reports if determined by filters or

parameters, even though your data appears in this results’ page.

Ref Indicator Results
Jobs
Productivity

Pl 01 Mumber of jobs created as a result of ‘business start-up’ activity

www.apse.org.uk
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Pla'nning services (Northern Ireland)
PN year 18 - data 2015/ 2016
Pl results (pending validation)

These are the performance indicators that will be included in the annual APSE planning performance report. You may still be excluded from final reports if determined by filters or

parameters, even though your data appears in this results’ page.

Where the result cell uses the estimated local authonty population figure (FOPLM from the "Profile’ tab) in the performance indicator the output shown below may vary from the final report.
The local authority population for final reports will be sourced

Ref Indicator Results
Planning
Productivity
P1.2.1 Percentage of major planning applications processed within 30 weeks 0.00%
(P101)
P1.2.02 The average processing time of major planning applications
P 1.2.03 Percentage of local planning applications processed within 15 weeks 0.00%
(P102)
P1.2.04 The average processing time of local planning applications
P1.2.05 Percentage of enforcement cases processed and concluded within the 39 weeks 0.00%
(P103)

Welcome Instructions Home Profile Planning Results | Guidance



Implementation plan

July 2016

July/August 2016
August 2016

End of August 2016
End of September 2016

September/October 2016
January 2017
March 2017

www.apse.org.uk

Launch of the new data templates
Training session

Deadline for return of the data
Production of Pl standings reports

Production of Performance reports

Performance review session
Peer learning session

Working group for next year’s data collection




Data i1s the start of the
journey...

- 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

www.apse.org.uk


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

Denbighshire Council

Fife Council Nottingham City Council

Knowsley MBC Recorded assets and Recruit staffon 5 days in7 Dnvmg afficiencies rather than

maintained landscapes on contracts Flexible 7‘5’;’ COMTACEE
Invested in new GIS Moved from frequency Recruited 45 Z;ppren!ices
equipment Scrutinized weekly record : cleaning Income generation through in-
Brought in new income via cheets Hit target areas with street

sourcing
Optimisation of scheduled work
Local campaligns and citizen
' engaaemen!
Dedicated neighbourhood teams
Consolidated depot occupancy

cleansing, grounds and
highways teams
Reduced mechanical
sweeping schedules
Enforcement and campaigns

Consulted with stakeholders
Robust processes
External award schemes
Skilled workforce and fit-

for-purpose equipment

commercial contracts
Invested in staff
development and multi-
skilling
Time and motion review

P

- %

North Lanarkshire Council

North East Derbyshire District
Council

Conwy County Borough
Council

Alternative working patterns

across grounds maintenance

and street cleaning for 7 day
a week cover

Rationalisation of depot facilities

2013 Departmental Rationalisation of sub-compact

restructure and Countryside

: b htinta 1 sweepers
Ser\”cgs rgug tm Q Review of all grass cuttin Suspension of garden waste
lecrasee fg;mmuﬁ? groups activity to allow new wor St “.:9""“9 th Bol
irbe rategic allance wi aisover
trom A tod tickets to be produced

District Council

Shared senior management team

Shared streetscene managemeant
team

Joint fleet transport review

Quality systems and
consultation exarcises

9 Green Flag Awards
Green Dragon Standard for
environmental management

Gedling Borough Council Hull City Council

Shared procurement with
other authorities
2010 restructure

Route optimisation
Task and finish removed
Fortnightly refuse

including taking over collection
another workshop 4-day working
Taxi inspections brought In-cab technology
back in-house All re‘s!dualR\Aéante goes to

www.apse.org.uk



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
. |dentifying action plans to achieve target goals
« Using PN to monitor

Assessing customer satisfaction

www.apse.org.uk



Peer learning

. About process benchmarking
— Datadrilling
— Identify 2-3 performance indicators

— Explore key processes:
- Cost
- Resources
- Time
- Systems
« Use of technology

- Examples

www.apse.org.uk




Using data - elected members @
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Degree of focus

Outcomes Depart-
Street Street Service m:ntal Management

eg cleaner, greener cleansing cleansing managers team

Preston staff supervisors management
team

Outputs Street Street Councillors

eq BVPI 199 score cleansing cleansing
staff supervisors

g‘pet:'::'o nal Management ] PP artl- Service Street
P team eh managers cleansing
eq street sweeping management supervisors

fequency team

www.apse.org.uk

Departmental

management
team

Service
managers

Street

cleansing
staff



Conclusions

- Knowledge Is power

- Performance information is more than data
. Service Improvement and governance

- Motivate, promote and celebrate

- Direction of travel

- Benchmarking with peers

www.apse.org.uk



Contact detalls

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 OFP.

4 ‘} / o / D) v B telephone: 0161 772 1810
i.\,(. v | | R | | ST fax: 01617721811
INVESTOR IN PEOPLE  GB 11409 GB 11132 GB 14074 Web:WWW.apse.org.uk
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