PERFORMANCE MANAGEMENT

Performance Management is a structured approach to help you ensure that your organisation knows
what needs to be done, who it is been done for and how to do it well — every time.

The chart below is a simple 6 step process that can be applied to any organisation or project, large or
small. It simply gives a structured approach to what you probably do already. Third Sector organisations
are traditionally better at this than other sectors.

Client, Beneficiary or Customer Needs

Who is your client, beneficiary or customer and what services do they need and how do they need
the services delivered. The more you understand needs, the better your service could be.

Service Definition
What service exactly do you offer to the above, how it is delivered or how do clients access your service?

Performance Standard

Consider the practical aspects of your service and how these will be delivered. For example, it could be
how quickly you respond to a request for help or the level of service you provide.

Quality Standard

Consider how well the service is provided. This could be as simple as “smile”. PQASSO™ provides an

[ approach to quality that will benefit your entire organisation. J

Measures & Reporting
How will you know that the outcomes you have set or are being funded for are being delivered?
Measure outcomes (the ultimate impact) as well as outputs (the things you do).

Process Review & Improvement

How can your services be improved? Ask your customers and look at the results from your measures.
Make changes to the Service Definition, Performance Standards or Quality Standards as necessary.

SUSTAIN can provide you with support in introducing Performance Management systems. For more
details, contact Charles Rapson on 0121 770 8222 or by email to charlesr@solihull-sustain.org.uk.
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