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�

Overview of Presentation

� General challenges
� Determining departmental objectives
� Organization vs Client vs. Contract Performance
� Designing the contract
� Client-centric versus department-centric
� Managing disparate stakeholders and getting buy-in
� Automation Issues
� Data
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�

General Challenges

� Managing contracts through outputs 

� Making contractors accountable
� Very little “strategic” or “longitudinal” 

information available
� Cross-jurisdictional issues
� Automation 
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�

General  Performance Issues

� Applies to the organization as a whole

� Contract performance should fit into the 
overall performance of the organization and 
support the overall performance

� Different views of performance – each 
stakeholder has their own view

� Each stakeholder’s view is important to them

� Where do we start?
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�

How does the contract support departmental 
objectives

� What are the departmental objectives

� How do these relate to this contract
� The contract as part of the overall 

departmental “Logic Model”
� Contracts provide “outputs” and their costs –

what about “outcomes” 
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�

Contract Performance

� Quality versus Quantity

� Contracts should have their own logic models
� Critical performance issues versus 

“contractual” performance issues

� Limit the number of critical performance 
criteria being monitored

� Effectiveness versus Efficiency



Anthony Macauley AssociatesAnthony Macauley Associates

�

Designing the Contract

� The contract is a legal document

� Not all performance criteria in the contract need to be 
monitored frequently

� Performance criteria in the contract MUST be clear 
and unambiguous

� How and when performance will be measured should 
be clearly identified

� Consequences of missing performance targets 
should also be clear and appropriate

� Limit performance targets as much as possible
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�

Cost implications of Performance

� Unnecessary performance criteria can 
increase costs (sometimes dramatically)

� Avoid shopping lists of performance 
measures

� Limit performance criteria to what is needed 
not what is possible – Example: requesting 
99.99% up-time for an informational website 
that is not business critical is possible but not 
needed
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�

Contract Performance Indicators

� Examples: Costs, Timelines, Outputs, 
Benefits

� Indicators should be measurable and 
objective

� Performance indicators may outlast the 
activity the contract supports e.g. benefits

� Indicators may be about the contract but not 
in the contract
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Contracts "efficiency"  - outputs and what 
they cost

� What are the outputs

� Ensuring common terminology
� Ensuring outputs have a consistent and 

comprehensible meaning
� Department-wide output standards
� Contract costs

� Effectiveness – longitudinal look at service 
delivery as a substitute for outcomes
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Client-centric versus department-centric

� Outcomes versus outcomes

� Individual versus statistical
� Privacy versus management needs
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	 �

Managing disparate stakeholders and 
getting buy-in

� Resistance to change 

� Contract management can become more 
complex

� Ensuring all stakeholders understand what’s 
“in it for them”

� Matching differing needs effectively
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Cross-jurisdictional issues

� Some contracts are funded by multiple 
stakeholders

� Each stakeholder has its own performance 
criteria and potentially its own set of contracts

� Getting agreement on outputs can be difficult
� How do these contracts fit into the objectives 

of all the different stakeholders
� Can create additional problems for 

automation
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	 �

Automation
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Automation Ideas

� Logic Modeling

� Using the logic model to highlight issues

� Use of Alerts

� Gathering the data

� Data reliability

� Data supports performance and performance is 
contractual therefore data becomes a contract issue
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Automating the front line

� Easy to use

� Does not add administrative burden
� Provides each user with value for effort

� Help users “do their job”
� Easily shared and administered

� Flexible
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	 �

Logic Modelling
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	 �

Using the logic model to highlight issues
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Contract Execution

� Work to flow as you wish
� Roles and responsibilities execution as planned 

(individually, & collaboratively)
� Performance and Service standards respected
� Timely control/remedial action
� Support of accurate/complete information
� Fast adaptation to new demands
� Continuous & integrated everywhere 
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� 


Alerts

� Alert individuals to issues that require corrective 
action

� Implement activities through workflow
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� 	

Data
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� �

Gathering the Data

� Could be stored in may different repositories and will 
need to be “mapped” to performance indicators

� Could be “new” data – only exists in the performance 
system

� As much as possible data collection should be 
automated

� Performance monitoring requirements should drive 
the data being collected not vice-versa.

� Data must be well understood
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� �

Gathering the Data (Continued)

Performance SystemPerformance System

Web Services (The Glue)Web Services (The Glue)

DataData
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� �

Data Reliability

� Ensure that there is a shared understanding of what is 
a measure, target and benchmark

� Build off strategic, operational and team plans

� Need to identify early on the critical audiences and the 
decisions being supported

� Consider both the sources and level of detail

� Be aware of the risk for reported information to be 
misinterpreted
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� �

Data and Contract Issues

� If data is to support contractual performance 
then its definition and accuracy needs to be 
agreed on by all parties to the contract

� The timeliness of data supporting contract 
performance will vary depending on the 
nature of the performance target
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� �

Ensuring Data Quality

� Understanding your organization’s data

� Mapping the data to key metrics

� Assessing data reliability

� Determine “currency” requirements (real-
time, daily, etc.)

� Determine where the data comes from
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� �

Discussion – Q&A
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� �

Thank-you


