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PERFORMANCE MANAGEMENT FRAMEWORK

1 —> <«

N

1 @ >< ? >< *—X—Q—)(—‘—X—.—%(—.—)H.
N A A G A A A A

Benchmark Establish / Monitor Address Evaluate Recognize
Update Performance Performance Progress Successes
Performance Gaps
Targets

Establish / Establish / Assess
Update Update Performance
Business Metrics

Strategy




PERFORMANCE MANAGEMENT FRAMEWORK

T—>e® @) —¢ *—)(—Q—)(—.—)(—.—>(—.—)(—.
A N N A A A A A A

Establish /
Update
Metrics




\_. ESTABLISH / UPDATE METRICS

é GOVERNANCE

= &

With Example




2 ESTABLISH / UPDATE METRICS

é GOVERNANCE




&! Governance

WELL DEFINED, MEASURABLE, AND QUANTIFIABLE
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PURPOSE NAME DEFINITION CALCULATION KEY UNIT(S
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Example: Customer Delivery Performance éeovemance

WELL DEFINED, MEASURABLE, AND QUANTIFIABLE
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ACTIONABLE, MOTIVATE DESIRED BEHAVIOR
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Delivery to Request / Delivery to Promise

BEFORE
* Average performance 290%

BEEORE « Does not reflect customer
experience

AFTER

* Performance initially decreased
and began improving
Reflects customer experience
that is aligned to business
strategy

=== Delivery to Request Delivery to Promise
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