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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 | ssues

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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Quality versus Quantity
Contracts should have their own logic models

Critical performance issues versus
“contractual”’ performance issues

Contract Performance

Limit the number of critical performance
criteria being monitored

Effectiveness versus Efficiency
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The contract is a legal document

Designing the Contract

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

Conseqguences 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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Using the logic model to highlight issues
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Gathering the Data (Continued)

Performance System

Web Services (The Glue)

Data
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