Tools and Approaches in Performance Management

	Name of Tool or Approach
	Benchmarking

	Purpose of the Tool/Approach
	A data collection method that identifies and measures similar processes, products, and services against those of organizations considered best-in-class.

	Underlying values or principles 

on which the tool/approach is based
	To identify areas that require process improvement.

To verify and measure and organization’s performance against the competition.

To research trends and performance data of similar organizations for the purpose of developing action plans.

	Situations in which the use of the tool or approach is appropriate
	· Research/statistics

· Creativity/innovation

· Project management

· Customer/quality metrics

· Change Management

· Marketing/sales

· Servicing/support

	Description of the tool or the approach – what’s the process, how does it “fit” in a performance management ‘system’, how does it ‘work’?
	1. Team identifies process to benchmark.

2. Similar organizations are targeted and selected on basis of their excellence.

3. Partnerships are formed with selected organizations. A set of common operational definitions is developed for processes, key characteristics, and metrics.

4. Desired benchmark data is collected, using various data collection methods: interviews, surveys, historical files.

5. Collected benchmarks are analyzed and best in-class performance identified.

6. Gap analysis is performed and priorities established for areas of improvement.

7. An action plan is developed to close the performance gap.



	Outcome or result to be expected from using the tool correctly
	· Identified gaps in performance and establishing a gap-closing action plan.

	Resources, training or other support required to use the tool or approach effectively
	Links to other tools: 

Before- Data collection strategies; Idea grid; Interview techniques; Surveying.

After- Action plans; Activity cost matrix; Force field analysis; Information needs analysis.
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