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allocation factors 60
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change 51–8
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resistance to change 53–4
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BA (British Airways), success maps 109–12
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high performance culture 217–18

measuring performance 13, 15–18, 29, 30, 105–9, 

168, 169
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performance reviews 99–100

perspectives 17–18, 29, 30

process performance 168, 169

success maps tests 105–9

up to date records /processes 127, 130

balance sheets 176

barriers, up to date records /processes 126–32

behaviour issues

infl uence in measuring performance 6

leadership 250

reward systems 67–8, 69, 71

success maps 117–18

target setting 59

benchmarking driven changes 121

blame culture 43–4, 47–8

blockers, implementation processes 45–6

Bond, Nigel, Domino Printing Sciences plc 232–6
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Boot, Richard, IRC Global Executive Search 

Partners 225–7
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British Airways (BA), success maps 109–12

Buckingham and Coffman factors 138–40

budgetary changes 120

capability issues 101

Carter, Charles 231–2

cause and effect, success maps 115–17

Centre for Business Performance, Cranfi eld 60–2

challenging the strategy

performance management 105–18

up to date records and processes 119, 123–6, 128–31

change

assessments 51–8

in context 51–3

initiator’s response 51, 52

management 51–8

resistance to 53–4, 126

reward systems 68, 70–1

roller coaster 51, 52

success maps 114, 115

sustainability 200

up to date records/processes 121–6

charts, statistical process control 83–6

Child, David 227–9

clarity, reward systems 74–5

Coca Cola 198

commitment issues 41–9, 64, 203–4, 244

communication

direction setting/communication 217–19, 250

high performance culture 218–19

leadership 250

measuring performance 5–6

reward systems 75

target setting 64

community issues 244
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competence (continued )
relationship frameworks 176–83

resource measurements 177–84

competition 155–7

competitive advantage 121

contribution ratio 191

control

charts 83–6

measuring process performance 163

reward systems 72

convenience stores 107–8

coordination mechanisms 163, 164–5

corporate responsibility 197–207
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60–2
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high performance 209–19
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leadership 249, 250–1
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customer driven changes 121
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customer measurements 149–61
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surveys 149–52
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customer satisfaction 149–61, 185–6

customer service 105–18, 149–50, 154–5

cycle time 165, 166–7, 169

data analysis/collection

performance planning value chain 94–7

target setting 61, 62, 63, 64

data sources, measuring performance 27

debate processes 35–7

decision makers 97–8

delivery issues

customer satisfaction 158–9

measuring performance 3–5

target setting 63

up to date records and processes 129–31

Deming Cycle 246–7

design

debate processes 35–7

designing the system 33–40

implementation processes 41, 42

life cycles 33–4

measuring performance 24–30

reward systems 71–5
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resource measurements 177–84

success maps 37–9

up to date records and processes 119, 122–3, 127–8

DHL UK 100–2
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diversity, Adnams plc 244

dividend cover ratio 189

dividends 187, 189

Domino Effect 232–4
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durability, measuring performance 3

dynamic cycle times 166–7

earnings per share ratio 189

economic market value added (EVA) ratio 190–1

effort factors

change assessment/management 54–5

up to date records and processes 127, 130–1
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105–17

employee issues

absence issues 145–6

appraisals 141–5

competence measurements 178–83

engagement 136–41

fi nding analysis/reports 140–1

high performance 135–47, 212–19

leadership 248

management and measuring performance 135–47

managers 135, 136, 137

measuring performance 135–47

performance appraisals 141–5

promotion 146–7

questionnaires 138–40

resource measurements 178–83

satisfaction 136–41, 185–6

surveys 138–40
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turnover issues 146–7
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employees 136–41
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environments

Adnams plc 244

high performance culture 209–10

monitoring 245–6

EVA see economic market value added ratio

evolution requirements, reward systems 

68, 70–1

examples of success maps 105–9

external benchmarking driven changes 121

external environments, measuring performance 7

Faccenda Group 127–32

Faccenda, Robin 127

facilitating learning 7, 250–1

failure, implementation processes 41–6

fairness, reward systems 74

fear of measurement 43–4, 45–6

feedback

appraisals 144–5

customer measurements 157–60

fi nancial benefi ts of sustainability 201

fi nancial indicators, target setting 61

fi nancial performance measurements 185–96

accounting ratios 191–4

liquidity ratios 193–4

management ratios 194–5

profi tability ratios 191, 192–3

profi ts 185–8, 191, 192–3

ratios 189–95

shareholders 186–91

standard ratios 189–91

fi nancial statement analogy 176

fi nding analysis/reports, employees 140–1

fi rst pass yields 165, 166, 167, 169

focus, measuring performance 7–9

force fi eld analysis 53

formula factors 27

four phase life cycles 33–4

frameworks

competence measurements 176–83

measuring performance 13–24, 28–30, 163–9

measuring process performance 163–9

resource measurements 176–83

fulfi llment issues 244

future considerations of sustainability 202–3

Gerbeau, Pierre-Yves, X-Leisure 223–5

GKRR plc 178–83

graduate engineer development 178–83

Greengross, Sally 229–31

gross profi t margins 192

Handlesbanken’s staff bonus scheme 78

Hertzberg, Frederick 214

high performance (HR)

communication 218–19

culture creation 209–19

direction setting 217–18

employee issues 135–47, 212–19

engagement 217–18

environments 209–10

infl uence understanding 216–17

Institute of Chartered Accountants in England 

and Wales 211–12

motivation 214–15

people issues 135–47, 212–19

recruitment issues 212–13

underperformance issues 215–16

hurdles in implementing processes 45–6

hygiene factors 214

ICAEW see Institute of Chartered Accountants 

in England and Wales

identifi cation of stakeholders 202

implementation processes

audit tools 46

blockers 45–6

change assessment/management 51–8

commitment 42

culture factors 43–4, 47–8

failure 41–6

fear of measurement 43–4, 45–6

hurdles 45–6

integration 48

IT infrastructure 45

life cycles 33, 34

likelihood assessment 55–8

long march concept 46–7

management 41–9

measuring performance 42–3

parent company interventions 44–6

phases 41, 42

success 41–8

time factors 45, 46–7

top management commitment 42

importance performance matrices 153

importance of performance reviews 103–4

improvement issues

competence measurements 172, 173–5

managing with measures 91–2

measuring performance 15, 16, 28–9, 30, 

167–9

process performance 167–9

resource measurements 172, 173–5

statistical process control 91–2

up to date records and processes 120–1

incentives and reward systems 61–79

incorporating sustainability 203

bindex.indd   255bindex.indd   255 26/08/11   12:44 PM26/08/11   12:44 PM

htt
p:/

/w
ww.pb

oo
ks

ho
p.c

om



256    Index

infl uence issues

high performance culture 216–17

measuring performance 6

reward systems 68, 69–70

information fl ow assurance 206

information loss 68–9

information technology (IT) 45, 126

initiatives

implementation 41–8, 51–8

measuring performance 15, 16, 28–9, 

30, 41–8

initiator’s response 51, 52

innovation sustainability 199–200

insight issues 157–60

Institute of Chartered Accountants in England 

and Wales (ICAEW) 211–12

intangible resources 172

integration techniques 48, 168, 169

integrity, Adnams plc 244

intention issues, customer measurements 151

interest cover ratio 189–90

internal performance measurements 8

interrelations, target setting 61

IRC Global Executive Search Partners 225–7

IT see information technology

The Jade Garden 121

key performance indicators (KPI)

Adnams plc 242

performance reviews 99–100

sustainability 204–5

target setting 63

LCL see lower control limits

leadership

action stimulation 250

Andy Wood, Adnams plc 242–4

behaviour issues 250

Charles Carter 231–2

communication 250

culture 249, 250–1

David Child 227–9

employee high performance 135

facilitating learning 7, 250–1

high performance culture 209–19

learning culture 250–1

Mark Lever, National Autistic Society 236–9

measuring performance, roles 9–11

Mike Ophield 239–42

Nigel Bond 232–6

Paul Woodward, Sue Ryder Care 221–3

Pierre-Yves Gerbeau, X-Leisure 223–5

position establishment 249–50

Richard Boot, IRC Global Executive Search 

Partners 225–7

roles 9–11, 248–51

Sally Greengross 229–31

up to date records and processes 128–32

vignettes 221–44

learning culture/facilitation 7, 250–1

Lever, Mark, National Autistic Society 236–9

life cycles, measuring performance 33–4

life/work balance issues 67

likelihood of implementation assessments 

55–8

linear relationships, success maps 113, 114

liquidity ratios 193–4

long march concept 46–7

long term development, competence and resource 

measurements 172, 173

loss accounts 176

loss of information 68–9

lower control limits (LCL) 83, 84

loyalty of customers 151, 155

M&S see Marks & Spencer

macro process models 176–7

management

change 51–8

commitment 42

debate processes 36

designing the system 36–7

employees 135–47

high performance culture 209–19

implementation processes 41–9

measuring performance 9–11, 81–92

performance planning 246–8

ratios in fi nance 194–5

roles 9–11

time and effort 54–5, 127, 130–1

see also performance management

manager–employee relationships 135, 136, 137

managing with measures

improvement issues 91–2

reaction issues 81–3

statistical process control 81–92

variation factors 81–3

manufacturing company bonus schemes 77–8

marketing benefi ts of sustainability 199

market value added (MVA) ratio 190

Marks & Spencer (M&S) 108–9, 185–6

Maslow’s hierarchy of needs 214

matrix approaches 53–4, 153

measuring competence 177–84

measuring customers 149–61

measuring fi nancial performance 185–96

measuring performance 15, 16, 28–9
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Balanced Scorecard 13, 15–18, 29, 30, 105–9, 

168, 169

behaviour infl uence 6

communication 5–6

comparisons 2

current position establishment 5

data sources 27

delivery 3–5

designing measures 24–30

durability 3

elements 13–15

employees 135–47

external environments 7

facilitating learning 7, 250–1

fi nance 185–96

focus 7–9

formula factors 27

frameworks 13–24, 28–30, 163–9

implementation processes 42–3

improvement issues 15, 16, 28–9, 30, 167–9
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initiatives 15, 16, 28–9, 30, 41–8

internal performance 8

leadership roles 9–11
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life cycles 33–4

management 9–11, 81–92

monitoring 245–6, 247

objectives 13–14, 16, 20–4, 28–9, 38–9

people issues 135–47

Performance Prism 13, 19–20

performance reviews 93–104

position establishment 5

practical tools 13–31

process frameworks 163–9

record sheets 26–7

resource direction 6

roles 1–11

staff issues 135–47

staff turnover issues 146–7

stimulating action 6

strategy implementation 8–9

strategy issues 8–9, 245–9

success 3, 41–8

success maps 20–4, 28–30, 34–5, 37–9, 105–18

sustainability 3

target setting 14, 16, 27–8, 29, 59–65

tools 13–31

updates 119–33

up to date records and processes 119–33

see also measuring process performance; 

performance measures/indicators

measuring process performance 163–9

Balance Scorecard 168, 169

coordination mechanisms 163, 164–5

cycle time 165, 166–7, 169

fi rst pass yields 165, 166, 167, 169

frameworks 163–9

improvements 167–9

integration techniques 168, 169

winning orders 164

measuring resources 6, 163, 166, 172–5, 177–84

measuring sustainability 197–207

meeting importance in performance reviews 103–4

Milliken 108, 125, 154–5, 156–7

monitoring performance measurement 245–6, 247

motivation

high performance culture 214–15

reward systems 67–79

MVA see market value added ratio

mystery shoppers 107–8

National Autistic Society (NAS) 236–9

objectives

appraisals 142–3

measuring performance 13–14, 16, 20–4, 28–9, 38–9

success maps 113, 114–15

target setting wheels 62, 63, 64

one-way relationships, success maps 114, 115–17

operating profi t margins 192

Ophield, Mike 239–42

opportunities and threats (SWOT) analysis 171

opting out, change assessment/management 52–3

organisations, target setting wheels 62

outcomes, measuring process performance 163

ownership issues 41–9, 61

parent company interventions 44–6

participation in debates 36

pay issues 61–79

P/E see price/earnings ratio

people issues

high performance 135–47, 212–19

leadership 248

measuring performance 135–47

sustainability 200

perception issues

customer satisfaction 149–50

target setting 60–1

performance appraisals 141–5

performance linked reward systems 67–79

performance management
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change 51–8
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performance management (continued )
implementation processes 41–9

measuring performance 9–11, 81–92

planning 246–8

strategy issues 105–18

performance measurements see measuring performance

performance measures/indicators 14, 16, 24–30, 34–5, 

39–40

Adnams plc 242

performance reviews 99–100

reward systems 71, 72–5, 78

sustainability 204–5

target setting 63

performance planning value chain (PPVC)

action plans 99

adding value 99

data analysis 95, 96

data collection 94–6

data interpretation 95, 96–7

decision makers 97–8

engagement issues 95, 97–8

performance reviews 93–9

question creation 94, 95

Performance Prism 13, 19–20, 100–2
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DHL UK 100–2

examples 100–2

importance 103–4

key elements 102–4

key performance indicators 99–100

measuring performance 93–104

meeting importance 103–4

performance measures/indicators 99–100

performance planning value chain 93–9

Performance Prism 100–2

perspectives

Balanced Scorecard 17–18, 29, 30

measuring performance 1–2

phases in implementation processes 41, 42

planning

managing performance 246–8

performance management 246–8

performance reviews 93–9

sustainability 201–6

up to date records and processes 127–31

value chains 93–9

point of departure 35–6, 63

position establishment 5, 249–50

PPVC see performance planning value chain

practical issues of success maps 109–17

practical tools in measuring performance 13–31

Premier Inns 157–60

price/earnings (P/E) ratio 190

pride, Adnams plc 244

problems with target setting 60–2

process issues

debate processes 36

performance reviews 101

process measurements 163–9, 245–6

process monitoring 245–6

profi tability ratios 191, 192–3

profi ts 106–7, 176, 185–8, 191–3

progress measurements/reports, sustainability 204–5

project management, debate processes 36

promotion, employees 146–7

question creation 94, 95

questionnaires, employees 138–40

RAP (report, analyse, plan) meetings 241

ratios, fi nancial performance 189–95

reaction issues, managing with measures 81–3

records

sheets 26–7

see also up to date records...

recruitment 178–80, 212–13

refl ection processes 5, 119–33

relationship frameworks 176–83

report, analyse, plan (RAP) meetings 241

reports, sustainability 204–5

reputation benefi ts 199

resistance to change 53–4, 126

resources

competence measurements 177–84

defi nitions 172

direction 6

measurements 6, 163, 166, 172–5, 177–84

measuring process performance 163, 166

performance reviews 101

reasons for measurements 172–5

relationship frameworks 176–83

return on management 54–5

return ratios 192–3

reviews

life cycles 33, 34

measuring performance 93–104

performance reviews 93–104

reward systems 74

target 61, 62, 119–22

up to date records and processes 119–22

reward systems

behaviour consequences 67–8, 69, 71

change 68, 70–1

design 71–5

evolution requirements 68, 70–1

examples 75–8

Handlesbanken’s staff bonus scheme 78

infl uence issues 68, 69–70
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information loss 68–9

linked to performance 67–79

manufacturing company bonus schemes 77–8

pay 61–79

performance linked 67–79

performance measures/indicators 71, 72–5, 78

pitfalls 67–71

salary issues 61–79

service company bonus schemes 76–7

target setting 71, 73–5, 78

up to date records and processes 126

Roebuck see Sears, Roebuck and Company

roles

leadership 9–11, 248–51

management 9–11

measuring performance 1–11

roller coasters, change 51, 52

salary issues 61–79

satisfaction

customers 149–61

employees 136–41, 185–6

fi nancial performance measurements 185–6

scorecards see Balance Scorecard

Sears, Roebuck and Company 105–7, 114, 115–17, 125

service company bonus schemes 76–7

shareholders 186–91

share prices 186–8

Shell, success maps 109

short term development, competence/resource 

measurements 172, 173

software, statistical process control 83, 84

sources of data, measuring performance 27

SPC see statistical process control

staff issues see employee issues

stakeholders

identifi cation 202

leadership 248

performance reviews 101

success maps 37–9

sustainability 202

target setting wheels 62, 64

standard ratios in fi nance 189–91

statistical process control (SPC)

control charts 83–6

examples 83–90

improvement issues 91–2

managing with measures 81–92

in practice 86–90

target setting 90–1

stimulating action, measuring performance 6

strategy issues

measuring performance 8–9, 245–9

performance management 105–18

performance reviews 101

sustainability 201–6

up to date records and processes 119, 123–6, 128–31

strengths, weaknesses, opportunities and threats 

(SWOT) analysis 171

success

competence and resource measurements 175

implementation processes 41–8

measuring performance 3, 41–8

up to date records and processes 131

success maps 117–18

Balanced Scorecard 105–9

cause and effect 115–17

change impacts 114, 115

company examples 105–9

correlation analysis 113–17

customer service 105–18

development 37–9

employee–customer relationships 105–17

examples 22–3, 105–18

linear relationships 113, 114

Marks & Spencer 108–9

measuring performance 20–4, 28–30, 34–5, 37–9, 

105–18

objective measurements 113, 114–15

one-way relationships 114, 115–17

in practice 109–17

process in practice 23–4

Sears, Roebuck and Company 105–7, 114, 115–17

Shell 109

stakeholders 37–9

target setting 62, 64

tests

measuring performance 105–18

in practice 109–17

in theory 113–17

in theory 113–17

time lags 115

up to date records and processes 119, 123–6, 128–9

Sue Ryder Care 221–3

surveys

customer measurements 149–52

employees 138–40

sustainability

Adnams model 200–1

Adnams plc 244

Andy Wood 244

benefi ts 199–201

change impacts 200

commitment issues 203–4

corporate responsibility 197–207

culture benefi ts 200

defi nitions 197–8

employee issues 200
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sustainability (continued )
fi nancial benefi ts 201

future considerations 202–3

incorporation techniques 203

innovation 199–200

marketing benefi ts 199

measurements 197–207

measuring performance 3

people issues 200

planning development 201–6

progress measurements 204

progress reports 204–5

reports 204–5

reputation benefi ts 199

stakeholders 202

strategy building 201–6

SWOT analysis (strengths, weaknesses, opportunities 

and threats) 171

system design see design

tangible resources 172

targets

reviews 119–22

reward systems 71, 73–5, 78

statistical process control 90–1

up to date records and processes 119–22

target setting

measuring performance 14, 16, 27–8, 29, 59–65

problems with 60–2

reasons for 59–60

tools 62–5

wheels 62–5

tests

success maps 105–18

in practice 109–17

in theory 113–17

threats (SWOT) analysis 171

time factors

change assessment/management 54–5

cycle time 165, 166–7, 169

implementation processes 45, 46–7

management time and effort 54–5, 127, 130–1

success maps 115

up to date records and processes 127, 130–1

tools

change assessment/management 55–8

measuring performance 13–31

target setting 62–5

top management commitment 42

Total Quality Management (TQM) 48

total shareholder return ratio 190

TQM see Total Quality Management

trainee development 178–83

turnover issues, employees 146–7

two by two matrix approach 53–4

UCL see upper control limits

underperformance issues 215–16

uninformed optimism 51, 52

upper control limits (UCL) 83, 84

up to date records and processes 119–31

action plans 129–31

Balanced Scorecards 127, 130

barriers 126–32

budgetary changes 120

challenging the strategy 119, 123–6, 128–31

change impacts 121–6

delivery issues 129–31

developing measures 119, 122–3, 127–8

Faccenda Group 127–32

information technology 126

leadership 128–32

management time and effort 127, 130–1

measuring performance 119–33

performance improvement 120–1

planning processes 127–31

refl ection processes 119–33

strategy issues 119, 123–6, 128–31

success factors 131

success maps 119, 123–6, 128–9

target reviews 119–22

time issues 127, 130–1

usage phase of implementation processes 41, 42

usage phase of life cycles 33, 34

using measures in performance reviews 93–104

using measures to manage 105–18

value, customer measurements 151–2

value chains, performance reviews 93–9

variation factors 81–3, 86–90

weaknesses, opportunities and threats (SWOT) 

analysis 171

winning orders 164

Wood, Andy, Adnams plc 242–4

Woodward, Paul, Sue Ryder Care 221–3

work/life balance issues 67

Xerox 114

X-Leisure 223–5
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