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Performance Management

‘Effective performance management works best in a culture
in which individuals and groups take responsibility for the
continuous improvement of services, and are prepared to be
open with each other. In an open culture, it is also possible
to learn from mistakes..... a good way to approach
performance indicators is to be “curious” rather than
judgemental’

(LGA,
https://www.local.gov.uk/sites/default/files/documents/P
erformance?%20must%20know_0.pdf)
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https://www.local.gov.uk/sites/default/files/documents/Performance%20must%20know_0.pdf

Overview
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* Principles of performance management

= Overall Performance and Accountability System
* How we monitor and report on performance

* How we approach target setting

* How we identify performance issues

* How we understand and resolve performance
issues
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Our aim is to support a culture of organisational
performance that:

= promotes curiosity — how much we did? how well we did it? and are
people better off?

= derives insight from data

= benefits from collaboration/learning from others

" s clear, transparent and accessible

" encourages ownership and accountability

= js supported by business planning and risk management

= |s based on valid and reliable data Translating Data Into Insights
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Performance and Accountability %

System (1) PLYMOUTH
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Our Performance and Accountability System helps us understand
our organisation and city, so that we can prioritise the things we
need to do better for the people of Plymouth.

It aims to help everyone, at all levels of Plymouth City Council:

s D Be curious. What’s our
External situation. How do we compare, - Analyse
environment
Internal What'’s going well and Acigsgiglfiel!ity]
e"Vi;g.anent where do we need to do better? — Evaluate
is

U )

What are we going to do about it? - Act



Performance and Accountability
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Objectives -
Level Plan 0 . Accountability
indicators, risks
* Challenge progress
Council and * Determine priorities
. * Hold to account (scrutiny;
City and Hipeuth Blag partners democratic process; performance
Residents y reviews senior staff)
Organisation Corporate Plan Corporate « Understand position
and Residents Comri?fments Understand M'?Z:gme Tne dnt * Identify risks and opportunities
Prioritise 1 Senior * Propose solutions
D * Peer challenge
o Management
= * Hold to account
Service ‘Delivery Plans’,
Business Plans,
and
Programmes Line
ma::i%lers * Generate ideas
Individual individual " Hold to account
staff
Annual
Performance

Review



How we monitor and report on
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There are lots of ways that performance information and analysis is
circulated across the organisation, committees and partners.

Department
and Corporate Overview
Annual Report : .
Directorate Management Cabinet and
Corporate Plan Performance report )
Management Team Scrutiny
Teams
Corporate
Performance Summary ‘Flash Report’ Management
Team
Department and Chief Executive
Performance Balanced Scorecards Directorate and Performance

Management Teams Portfolio Holder



How we monitor and report on %
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Annual Report

= Opverview of performance against the Corporate
Plan across the previous financial year

* Draws on quarterly Corporate Plan Performance
Reports

" [ssued July each year (not completed in 2019 or
2020 due to COVID-19 Pandemic)



How we monitor and report on
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Corporate Plan Performance Report
= Strategic performance against Corporate Plan

= Reviewed each quarter by Cabinet and Scrutiny Committees

A clean and tidy city

2019120 75.0% No audits 81.3% 85.7% 85.6% No audits 87.0%
2020721 83.1% 83.8% 81.9% 82.4% 81.9% M - 87.0%
Street cleanli grounds maii and hard surface weeds acceptable standard score
Apr/May Jun/jul Oct/Nov Dec/Jan Feb/Mar

e 2019/20  smww—— 202021 = = Target

APSE (202021)

In 2020/21 as a whole, 82.4% of audits were graded as in an acceptable condition. Plymouth City Council was one of
only 15 local authorities to submit inspection data to APSE for all six periods in 2020/21, highlighting the importance
placed on this work even in light of the challenges presented by COVID-19.




How we monitor and report on
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Flash Report
= Operational performance against key elements of service delivery

= Issued twice a year at quarters one and three for review by Cabinet
Planning; monitored monthly by the Corporate Management Team

Flash Report for: May 2021 ‘ Corporate Performance Indicators: Freedom of Information (FO) requests

Performance Indicators

Year | KPI February March April May Direction TARGET

2021 Mumber of FOls due for completion 72 s 87 &8 - -
Percentaga of FOls completed within 20 working days 57.1% FlL4% BeIT B6.8% - = 90%

2020 Mumber of FOls due for comp Et_icj‘ _;;_. B 3“ _4?“ 57 - -
Percentage of FOIs completed within 20 working days S6.0% 905% 71 4% BL.0% = = 90%
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Performance Insights

In May, 2 toml of &8 FOI requasts were due to be responded to zcross the council, which is a decrease of 19 from April and is below the monthly average due last year (79).
Performance against tha timalinass indicator improved to 8683, with 59 of &8 FOls answearad within expected timescalas.

Several departments have maintained good performance: Strategic Co-operative Commissioning; Children, Young People and Farnilies Service; Education Participation and Skills; Office of
the Director of Public Health: Economic Development; Service Centre: Customer Services: and Human Resources and Organisztional Development all responded in time to 1005 of the

FOz due for the department.




How we monitor and report on &E,f
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Balanced Scorecards.

* Departmental operational performance providing information on a
range of key performance indicators (KPI’s) within service areas

= Organised by four (balanced) “quadrants”, Customer, Process,
Learning & Growth and Finance

= [Issued monthly to departments and monitored by Portfolio
Holders, the Chief Executive and Service and Strategic Directors

Previ
_ v vious Actuals Current Perod
Previous Ye E E

Process or 201415 01806 2016H7  047THE 201848
Ref . Indieator Definition (Manthly) Aetual hetal Aetal e e Eng, SN Quartile

Directionof 2018120
ay-1

LT [l Travel Target

(CKPI7&18 : FOI performance was 100% in May with 8 FOI Repanses within the 20 da)
timescale. Overall performance is af 100% for SPI which is abave the Directorate
average of 91% and the council average of §2%

CKPIB | Process |Number of FOFs due in manth L &7 q 4 6 9

CKPIT| Process | of FOFs completed wihin limescales Hi% % 0% %60% - - 1000% | 1000% | 1000%

Processor | . " 0816 06T 1THE 201849 20188
Indicator Definition (quarte:
Outeome e potwal Al Aowal Al Acal

FUIE R SPICPI-4 : Planning appication perfarmance remains strong against bath national
201820 Travel LTl landards, thus avoiding potential designation, and locally set more challenging fargels
Performance saw a drap in minr applications in montfh. ther planning imescales
1500%  |mproved

Eng. SN Quartile

SPKPIT)|  Process  |% of Major devalopments determined with within ime (T3%) M.% 100 0% 1000% 902% 85.9% 100.0% 100.0% 100.0%

SPKP12)| Process  |% of Minor developments determined with within target (B5%) 80 0% 83.0% 91 8% 95 2% 96.3% 95.2% 046% 65.00%  |Outturn Performance for 18/18
SPKPI3|  Process  |% of cther developments determingd within time (0% 9 8% 61.1% 4 91.5% 01.9% 01.9% o7 4% B000%  [Manr %25%

Minars % 24%
SPRPLA| Process [t ofMajorplanning applcatons tumed a appeal 50 | 3m%  patingpubisn{ 09 20% o | om | 00% wop, e



How we monitor and report on @‘e’g

performance (6) PLYMOUTH

CITY COUNCIL

Service Performance Reports

= Contain key performance indicators, performance
indicators and activity to allow services to manage
their own performance.

Bespoke reports by need

PLYMOUTH SAFEGUARDING ADULTS PARTNERSHIP DASHBOARD
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How we set performance targets
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* Benchmarking against comparators/national
datasets as part of business planning process

* Targets go through CMT and then agreed with
Portfolio Holders; not changed in year (unless in
exceptional circumstances)

= |5% threshold applied to determine
red/amber/green ratings — based on similar
practice with other local authorities — does not
change in-year (unless in exceptional
circumstances)



How we identify performance
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Performance and Risk Team identify and escalate
to relevant managers

Report into management teams e.g. Corporate or
departmental

Report to committees such as Cabinet and
Scrutiny

Inspections and Reviews (e.g. Oftsed, CQCQC)
Peer reviews (e.g. LGA)

Regional groups and national networks
Discussions with partners

Feedback from our customers e.g. consultations,
Surveys, complaints and compliments.



How we understand and resolve
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From teams and individuals owning their
performance and striving to improve

Detailed data analysis to identify patterns and
trends

Formalised performance improvement plans
Delivery of Action Plans against Corporate Plan
priorities

Delivery of Service Business Plans

Direction and recommendations from committees,
external reviewers and management teams



How we identify, understand and
resolve performance issues -
visualisation

Data

*System Reporting

\\

*Customer
Feedback

*Staff Feedback

Analysis &
.~  |Insight

Review \/\/

121’s/Appraisals

*Benchmarking

*Horizon
scanning/PESTLE

*Trend analysis

*Team meetings
*DMT, CMT

*PFH, Cabinet,

o .
Scrutiny, Correlation

Iregression

Do Challenge
& Support

*121’s/Appraisals

*Implement new
process

*Address Issues
*Mitigate Risk

*Deliver against
actions

*Team meetings
*DMT, CMT

*PFH, Cabinet,
Scrutiny,

Plan // \

v / *Improvement
| Planning

*Roles and
responsibilities

*SMART
Objectives
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Summary
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Our approach to corporate performance management
supports challenge, accountability and learning through:

= clear, transparent and accessible performance reporting through
layers of governance including Cabinet, Scrutiny, Corporate

Management Team, Departmental Management Teams, and individual
APRs

" insight generated from timely, reliable and valid data
= collaboration and learning from others

" robust business planning and risk management

Translating Data Into Insights

Data Informatio Meaning Insight
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