
Approach to Performance 

Management - Briefing

Performance, Finance 

and Customer Focus 

Overview and 

Scrutiny Committee

24 July 2019

Siȃn Millard, Oversight and 

Governance Manager

Andrew Loton, Senior Performance 

Advisor



Aim of briefing

 Explain the principles and framework we use for 

organisational performance management

 The role of the Performance and Risk team 

 Types of performance reports

 How targets are set

 How performance issues are identified

 How performance issues are understood and 

resolved

 Next steps



‘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/docu

ments/Performance%20must%20know_0.pdf)

https://www.local.gov.uk/sites/default/files/documents/Performance%20must%20know_0.pdf


Performance Management 

principles

Our aim is to support a culture of organisational 

performance that:

 promotes curiosity

 derives insight from data

 benefits from collaboration/learning from others

 is clear, transparent and accessible

 encourages ownership and accountability

 is supported by business planning and risk management

 Is based on valid and reliable data



Performance and Accountability 

System (1)

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:

External 

environment

Internal 

environment

Risk

Challenge 

Accountability

Understand: Be curious. What’s our 

situation. How do we compare, - Analyse

Prioritise: What’s going well and 

where do we need to do better? – Evaluate

Do: What are we going to do about it? - Act



Performance and Accountability 

System (2)

Plymouth Plan

Corporate Plan 
and Pledges

‘Delivery Plans’, 
Service Plans, 

and 
Programmes

Annual 
Performance 

Review

City and 
Residents

Organisation
and Residents

Service

Individual

Council and 
partners

• Challenge progress

• Determine priorities

• Hold to account (scrutiny; 
democratic process; performance 
reviews senior staff)

Corporate 
Management 

Team and 
Senior 

Management 
Team

• Understand position

• Identify risks and opportunities

• Propose solutions

• Peer challenge

• Hold to account

Line 
managers 

and 
individual 

staff

• Generate ideas 

• Hold to account

Understand 

Prioritise

Do

Level Plan
Objectives, 

indicators, risks
Accountability



Performance Reports - Overview

There are lots of ways that performance information 

and analysis is circulated across the organisation, 

committees and partners.

Key performance reports include:

 Corporate Plan Performance Report

 CMT Performance Summary 

 Balanced Scorecards 

 Bespoke, issue specific performance reports in 

service



Performance Reports (1)

Corporate Plan Performance Report
A performance report that provides information on how we are 

performing against the Corporate Plan. It is created with the help of 

services and is available to Cabinet and Scrutiny Committees.



Performance Reports (2)

CMT Performance Summary
A performance report that provides summarised information on how 

services are performing across the council. Provided to the Corporate 

Management Team this enables oversight of key service and corporate 

indicators.



Performance Reports (3)

Balanced Scorecards.
Balanced scorecards provide information on a range of key 

performance indicators  (KPI’s) within service areas, organised by four 

“quadrants”, Customer, Process, Learning & Growth and Finance.  



Performance Reports (4)

Service Performance Reports

Service specific reports contain key performance 

indicators, performance indicators and activity to 

allow services to manage their own performance.

One size does not fit all.



How are targets set?

 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 

 15% threshold applied to determine 

red/amber/green ratings – based on similar 

practice with other local authorities – does not 

change in-year



How are issues identified? (1)

 Performance and Risk Team escalating to relevant 

managers

 Reporting to management teams e.g. Corporate or 

departmental

 Reporting to committees such as Cabinet and 

Scrutiny

 Inspections and Reviews (e.g. Oftsed, CQC) 

 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 are issues identified? (2)

Data

*System Reporting

*Customer 
Feedback

*Staff Feedback
Analysis & 

Insight

*Benchmarking

*Horizon 
scanning/PESTLE

*Trend analysis

*Correlation 
/regression

Challenge
& Support

*121’s/Appraisals

*Team meetings

*DMT, CMT

*PFH, Cabinet, 
Scrutiny,Plan

*Improvement 
Planning

*Roles and 
responsibilities

*SMART 
Objectives

Do

*Implement new 
process

*Address Issues

*Mitigate Risk

*Deliver against 
actions

Review

121’s/Appraisals

*Team meetings

*DMT, CMT

*PFH, Cabinet, 
Scrutiny,



How are issues understood and 

resolved?

 From teams and individuals owning their 

performance and striving to improve

 Detailed ‘dives’ into data to identify patterns and 

trends

 Formalised improvement plans

 Delivery of Service Business Plans

 Direction and recommendations from committees 

and management teams



Next steps

 We are aiming to build on our existing approach 

to:
 Generate greater insight from data (e.g. correlations/predictive 

modelling)

 More proactively identify performance issues and undertake 

deep dive analyses to understand a problem 

 Further enhance our use of external datasets for benchmarking 


