Tools and Approaches in Performance Management

	Name of Tool or Approach
	Statistical Process Control

	Purpose of the Tool/Approach
	Monitors and displays the variation inherent in activities and processes to determine if they are meeting organizational and customer expectations.  Can tell how a process is likely to perform in the future. Helps determins if changes made to a process make the results better or worse.

	Underlying values or principles 

on which the tool/approach is based
	Based on the fact that all processes experience variation, statistical rules and conventions are used to determine whether a process is capable of meeting customer or organizational expectations.  This is determined by monitoring the level of process performance (measure of center) and the amount of variation (consistency) that occurs in the outputs.

	Situations in which the use of the tool or approach is appropriate
	Best used to show the performance of a process over time.  Can identify whether a process is performing “normally” or whether (and in some instances when) a change has occurred that makes the process perform “abnormally.”  Reveals whether a change made in a process had the desired effect.

	Description of the tool or the approach – what’s the process, how does it “fit” in a performance management ‘system’, how does it ‘work’?
	Three primary tools:

· The Run Chart:

Shows the performance of a process over time, establishing its level of operation and its behavior.

· The Histogram:

A special bar graph that shows the central tendency and the distribution of values for a process.  It also indicates whether a process is performing “normally” and whether it is capable of meeting customer expectations.
· Control Chart:

Much like a Run chart with the additional capability of showing the boundaries of the variation in a process.  It is the most accurate SPC tool in showing “normal” or “abnormal” behavior in a process.

	Outcome or result to be expected from using the tool correctly
	· Determines process’ ability to meet expectations.  

· Tells how a process is likely to perform in the future. 

· Determines if changes make performance better or worse.  

· Improves management decision-making.

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

· DOP’s “Performance Measurements – Fundamentals”
· DOP’s “Performance Measurements – Advanced”

· Steve Marshall’s “Communicating with Data”
 

	For more information…..
	Reading:

· “Understanding Variation: The Key to Managing Chaos” by Donald J. Wheeler

· “Understanding Statistical Process Control” by Donald J. Wheeler


