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The Yearly Performance Assessment Process of

Staff goes through the following steps:

1. Performance
Planning

Individual and line
manager set the
performance objectives
in line with business

goals

- Business/delivery
objectives;

- Corporate
objectives;

- Capability
objectives;

® Personal

development goals
focussed on PSG

2. Performance
Review and
Assessment
Individual and line

manager meet in-year

and end of year to
review and assess:

l

. Delivery against

business, capability
and corporate
objectives;

. Leadership skills and

behaviour shown:

. Strengths and

development areas

3. Performance
Differentiation

Each individual is
assessed on their
relative contribution to
the organisation,
against peers:

. Bect performers are
wentified and
rewarded.

. Weakest performers
are identified and
managed;

° Everyone is
rewarded relative to
ther colleagues

4. Reward

Assessment leads to
reward decisions in
respect of Bonus:

v
o Bonus rewards in
year performance
aganst objectives
Base salary rewards long

term contribution..



Roles of Manager, Job Holder and Senior Man.

== Manager
translates organisation and project objectives into indwvidual contnbution;
supports continuous IMprovement through feedback and coaching;
s open, honest, and transparent in perfformance discussions;
assesses deliveraed performmance against targets;
makes reward recommendations; amd

coimmunicates reward decisions and rationale to the individual .

> Job holder

clanfies understanding of objectrves and identifies Issues;
delivers performance in e with the objectrves and emerging iIssues;
seceks and acts on performance feaedback; and

makes the most of performance discussions prowviding ewvidence of
achievements for reviews and articulating dewvelopment goals.

¥ Senior managerment

provides business direchion, foouses on results and builds departmmendtal
capabilities;

guides and moderates performanoe objectives and assessmends and
rewanrd decisions; and

ensures good, fair and transparent process s followed.



Involvement in staff evaluation

Not losing face is very important for the Chinese culture. If one member of a group
loses face, the whole group loses face. For the performance of staff appraisal this
means that open criticism of other colleagues and leaders as it is possible in the 360
grade evaluation model would be difficult. We therefore recommend that only the
direct superior is involved in the evaluation of the staff

Direct Team
Reports _ Members

~ \m Assesment of (/ ‘

Leadership |

| Competencies |
Peers: Managers




Recommendation: Hierarchy to be applied in
the staff assessment process

Governor

Department

SEEHE Division Referat

Section Referat

Staff 1 Staff 2




The yearly Staff Assessment Performance
Cycle could pe performed as follows - to be
adopted to the Hainan conditions

Precondition: Development of Performance Assessment procedure

End of Dec.: Set performance targets, set competence targets.
Discuss priorities

Every 3 months; Review
End of June: Mid term review

End of Nov.: Performance Assessment.
— First Self Assessment by staff,
— then Assessment by the Superior directly above the staff
— Superior drafts Report
— Review meeting covering Target achievements and Competency achievement /
development
Dec.: If performance is above average
— Prepare Pay increase if conditions are met
— Prepare Reward if conditions are met



Set Performance and Competence Targets

The supervisor will meet with each staff member to discuss and identify
expectations and development goals for the coming year that reflect:
e their key accountabilities and goals (expectations) for the review period.
These would
 normally be drawn from the area's annual operational work plan key skills and
attributes necessary for staff to achieve success in their position and, where
appropriate, future career progression

» specific expectations for all staff with a supervisory and/or resource
management roles;
* and identified career and development actions to assist the staff member
achieve
personal excellence, maximise their contribution to the Province and, where
possible achieve career aspirations. These discussions are to be summarised using
Annex ... the Job Description Form
Expectations describe the tasks and outcomes to be achieved by the staff member
as a result of carrying out prescribed roles and responsibilities.



Job Description Define Products Performance Indicators and
Measurement and Sequence of activities See Form in Annex 1

Products/Services for Training Unit

Performance Measurement for agreed time
periods

Sequence of Activities

(1)Training Program conducted in the following
subject areas:

Number of courses held in 1998 measusered against
original target

Number of participants per course, as an average for
all courses and as a sum of all participants

Number of filled out evaluation forms from
participants

Results from qualitative judgement from participants
based on evaluation forms ( documented as a graph
per course and for the whole program ).

Oral and written feedbacks from member

Plan training Budget

Draft training topics and contents in
cooperation with service providers.
Schedule yearly program
Reschedule program on a quarterly
basis.

Negotiate contracts with Service
Providers.

Secure necessary approvals from
Government Authorities

Evaluate performance of service
providers




Set target for a Division Chief Staff Assessment
Planning - The Example for ,,Training“ may be too
ambituous.

Position:Division Chief Training Division

Product Performance Targets:

Training measures announced (20)
Training measures

published. (6)
Enquiries satisfactorily answered

(Average 40 calls per week) (2000)
Farmer association training applications received (65)
Seminars and training courses with external cust.conducted (40)
Internal training measures for staff conducted (20)
Number of Training days ( 150)

training measures evaluated with performance above average (6)
Number of participants (member companies) (400)
Number of internal participants (400)
Number of visits to Service Farmers Associations as required

Project/Action Plan Targets:
Full staffing to be secured until 12/2014

Capacity Development Target

Is able to design E-Learning Course with a suitable software tool




Job Description Form as proposed to the
Hainan Province in Annex 2

No. Classified Performance Products % oft he
Activities Criteria and workload
Targets

Necessary formal qualifications ( School, Bachelor, Masters, Driver licence and so on)

Job Profile/Competencies

Placement of the post in the hierarchy

Signature authorization
Power of attorney
Responsibility for Material and Human Resources




Role of the Civil Service Bureau in Staff
Performance Assessment

The Civil Service Bureau has the leading role in Performance Assessment of the
staff as Art.10 of the Civil Service Law states “The local competent departments of
civil servants above the county level shall be responsible for the comprehensive
administration on civil servants within their respective jurisdictional divisions”.
The performance management process begins with the HRM unit within the
organization creating a performance management policy. It develops Guidelines
and Procedures to be confirmed by the TOP-Management.

It creates the structure of the key documents as a form ( Target setting, Job
Description, Performance Assessment Evaluation )

It is responsible for the Training of the Superiors that are involved in
Performance Assessment

It is responsible for the Quality Management of the Assessment and secures the
compliance of the assessment regulations and the completeness of the
assessments



Performance tackling

1. Tackle performance every day — on the day

You should make time to address performance every day — good and bad. Hold regular
and constructive discussions. Make sure you tackle poor performance on the day it occurs
and in more detail in the first one to one that follows — do not wait for a six monthly or annual
review. Talking to people about issues when they occur is vital, backing this up when needed
with a file note you share with them enables and supports any formal process. Filing a note you
haven’t shared with the person undermines any formal process rather than assisting it.

2. In tackling extremes don’t miss the majoribty

While you can sometimes find you concentrate your ime and effort on excellent and problem
performers, the majonty are usually in between. There is real performance improvement here
which is within your grasp. ldentifying those whose performance is improving or declining and
managing accordingly can make a real difference to indvidual and team performance. Most
people genuinely welcome feedback that helps them to improve and want to do well.

3. How people get things done is important as well as getting them done

Attitude and behaviour are part of performance — you can and should manage them. As
communicators how we present ourselves, handle situations and market our profession are part
of getting the job done well. You need to address attitude and behavioural problems even iIf
“technical’ performance or delivery i1s good. This isn't about deeming a specific leadership style
better or worse that any other, but about demonstrating both the corporate and organisational
behavioural expectations. Corporate expectations are set out in frameworks like the Leadership
Model. They also form part of our Civil Service values set out In the Civil Service Code.
Departments should set out clearly any organisational expectations so that objectives can be
linked to the business aims. In both cases job holders and managers need to be clear about
what is expected of them and how this will be measured.



4. You need a different approach to managing behaviour and attitudes than manaqging capability

Capability problems are best tackled by clear task based objectives, behavioural and
attitude problems by being very clear with people on the behaviour you want and don’t
want. For capability iIssues a reasonable timeframe for improvement can be put in place to take

account of any training/coaching requirements. Behaviour and attitude can be transformed very
quickly if you actually tackle it with people and then keep tackling it.

5. What indviduals can do to engender good performance management

Set clear objectives - It may be self-evident but the start of good performance management
Is clanty about the objectives that are expected to be achieved, both in business outputs and
the way business is conducted. The need for specific performance measuraes and criteria will

vary from circumstance to circumstance but the key requirement is that both parties are clear
about what has to be done and how they will assess how well it has been done.



Establish the right relationship — It is very important to establish and maintain the authority
to engage in performance management. That comes from being very clear from the start
about the standards that matter to your business and the organisation. It is also helpful to
separate the individual from their performance. You are not reviewing the individual’s intrinsic
worth. You are reviewing what they have done. This is particularly important when
challenging poor performance.

Be generous — Good performance managers are generous with their time, with their support
and coaching and, above all, with their aspiration that the individuals they manage should
have the opportunity and support to grow and improve. They do not separate development
from performance management. Their goal is for performance to improve and their skill is in
helping their people to do that. This is nearly always accompanied by a style of leadership
and management which is empowering — by being clear about outputs and helping their staff
to leam and grow as they discover the best ways to deliver them — rather than specific and
detailed checking and intervention.

Be tough when necessary — These characteristics enable good performance managers to
be extremely tough when they need to be. They have established the moral authonty to be a
robust and vigorous as necessary.



Mid term review

e At the mid-term supervisor shall meet with each staff member to

review progress and achievement. These review discussions are an opportunity to
provide feedback, support, direction and encouragement in relation to the progress
and achievement of the staff member's expectations and development plan.
 The review also provides the opportunity for the supervisor and staff member to
discuss general work issues, including workload, and the operations of the college,
school, division or area that affect an individual's contribution.

A summary of the progress review discussion should be recorded in Annex ...
Statement of Expectations form.



End term review

* An end of term assessment will be held at the end of the designated
period, which is usually a 12-month period. The staff member should
reflect on their experiences at work, the supervisor and staff member
should then meet to discuss and review the overall progress and
achievements of the staff member, identify any critical factors which may
have impacted on progress/outcomes and identify an overall performance
rating for the staff member over the review period.

* |In cases where development is required or progress and achievement is
unsatisfactory, action to address possible underperformance or

misconduct should be taken at the earliest time possible. Once such issues

are identified, such action should not be delayed until a formal review



End term review: Guidelines for the Supervisor

Due Dates - the formal annual performance review should be conducted in the early
December. It is recommended that you begin the evaluation process as early as possible
and not wait to the last minute before the deadline. Policy requires that a copy of the
completed and signed review be submitted to Human Resources by the ... of December
inclusion in the employee’s personnel records.

Supervisor's Role - Good management practices will lead a supervisor to provide clear
guidance, coaching, and feedback to their staff throughout the year on job duties and
responsibilities, performance goals and expectations, appraising the performance and future
development opportunities. The annual review is the capstone for this process.

In the annual performance review, the supervisor summarizes these discussions in writing
using the appropriate performance review form. The goal of the performance review is to
provide administrators and staff with feedback on their performance and accomplishments
for the previous year. As a result of this process, the employee should have a clear
understanding of their job responsibilities and the supervisor's performance expectations.
Also through this review process, specific action plans are to be developed to help direct
expected performance for the coming year and allow the employee to achieve established
performance goals.

Before the Review Meeting - Before meeting with the employee, plan ahead.

The process starts with a self assessment of the staff based on the Staff Assessment Form
in Annex ...

Consider the following in preparing for the employee’s review meeting:

* Remind employees of the review cycle and when you expect to start.
* Provide advance notice to the employee when and where you intend to hold the review
meeting (a good rule of thumb is to give a week’s notice).
e Inform them how the review meeting will be conducted and what they should bring or
provide to you in advance of the review meeting.
* Prepare a draft review taking note of items in your personnel file, including:
o Documentation and notes of previous performance discussions;
O Last year's performance review;
o Performance expectations and job description;
o0 Goals and objectives established for the previous calendar year;
o0 Records of compliments, complaints and disciplinary actions from the previous year;
O Any other information relevant to the staff member's performance; and
o Sample work products, especially if you plan to use these as examples.



End term review: Guidelines for the Supervisor

* Notify the employee how much in advance you would like to review the employee’s self
assessment before you conduct the actual review meeting.
e Review the employee's performance and prepare the appropriate performance review form,
focusing on the entire calendar year, not just recent events.
o Compare the employee's actual performance to established expectations, goals
established at the last review, and the position description;
o View employees as individuals; and
O Assess strengths and weaknesses.

e Where appropriate, you may want to discuss your draft performance review with the next
level supervisor, department head, and/or dean. Include any additional input, suggestions,
and/or comments. Since this is a preliminary discussion, no signatures are required at this
time.

e Finalize the draft performance review. This should include the rationale for ratings, goals
and expectations, and ideas for the development plan. Once the final draft is ready, some
supervisors find it useful to send a draft to the employee 24-48 hours in advance of the
scheduled review meeting. This helps the employee to be better prepared to respond during
the actual review meeting.

During the Meeting - Meet with the employee on the predetermined date to discuss the
performance review. The ideal performance review is one that can be characterized as a
two-way conversation. This conversation should include a discussion of the position
description, current job duties, mutual expectations and plans/concerns for the coming year.
This meeting should also include:

e Any additional, mutually agreed upon comments that are to be added, should be noted so
they can be included in the final signed copy;

* Review performance expectations for the coming year;

e Discussion of the goals and the development plan to be put in place for the coming year;
* Provide the employee with an opportunity to attach comments; and

e Once a final copy is ready, both supervisor and employee should sign the review form.

After the Meeting — Send the Review Form to the HRD. In case the employee opposes your
decision take the decision of the Superior one level above you.



Mistakes and stumbling stones

The practice of implementing the Staff Performance Appraisal is confronted with the following
mistakes (‘Stumbling stones’):

‘The looser-symptom’: Persons not promoted for a longer time might be evaluated lower.
‘Negative perception’: If a person is noticed in one negative case, then this can have the
tendency to be generalized.

‘Equal type’: If a person is quite equal to the person who is doing the appraisal, this might have
an effect on a positive result.

‘Austerity type’: There is a continuum of superiors between stringency (austerity) and
benignancy (mildness); the extremes must be balanced.

‘Good mediocrity’: There is a tendency to cluster almost all employees to be appraised in one
single group of upper mean (good, competent).

‘Gender impact’: There are differences between men and women in the competencies,
especially concerning behavior (e.g. in situations of conflict) and communication and
leadership skills.



Products \
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Products Definition

It needs to be defined what services each standardized post in
the overall system of Civil Service is delivering. In the context of
New Public Management the term of “Product” has been
overtaken from private sector A Product in the Civil Service
context is a specified service adding value to business to be
delivered to an external or internal customer. The focus is on
Internal and external customer delivery and not on description of
activities of staff like report writing, taking part in discussion and
so on. The terminology replaces former usual terms like duties
and responsibilities The City administrations in Germany may
have for example 700 products in such a sense that need to be
described and there are a number of classification efforts existing
In that respect. The majority of City administrations have product
descriptions in place. They also calculate costs per product.
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7 EU-CHINA

Job Activities and Steps

A sequence of activities and steps within the workflow to arrive at the
delivery of a service product. This is derived from the detailed workflow
and describes on an aggregate level the typical activities and steps.
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Job Profile

Describes the necessary qualifications in terms of education,
experience and knowledge /skills to perform the job successfully.
These qualifications refer to products to be delivered.

Job profiles can fulfil a number of functions:

Job profiles serve as a basis to advertise the job

Job profiles serve a a basis for the analysis of the necessary
knowledge base and competencies of the job holder and education
needs acordingly

Job profiles serve as a basis of comparision with Actual Staff
Profiles to be developed Gaps between Job Profiles and Actual Staff
Profiles form one basis for Performance Assessment for further
Human Resources Development Planning.
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7 EU-CHINA

Workflow/Business Process

A sequence of  activities of different actors based on types of
structured work and information storage to arrive at the delivery of a
service product. In the German system these workflows are
documented as block diagram with an industrial norm called DIN 66001
using the following symbols:
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Workflow/Business Process

Block Diagram

Work step

Q Ramification

Workflow

— 1 Interruption

O Transition between pages

‘ \ Begin, End
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7 EU-CHINA

Workflow/Staffing demand

As such a workflow is very detailed one can estimate
realistically the time that is needed for every step in the
workflow from the perspective of an average staff and
then aggregate the time needed for all steps to arrive at
the time needed for one product delivery, then multiply
with the number of product delivery per year and arrive
at the overall time needed for product delivery per year
and then divide it with yearly working capacity of an
average staff to arrive at the staffing demand per
product.
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¥ ... Workflow/Staffing demand
Example:

Our City Administration at home receives 50.000 invoices
per year that need to be booked in the IT-based financial
reporting system from SAP. In analysing the workflow we
have evaluated the necessary time for one booking with
6 minutes per case on average. This is also the value of a
comparable benchmarking with 6 other government
agencies

The available working capacity per staff is 90.000
Minutes per year net.

Staffing demand:

50.000*%6/90.000=3,3 staff. The benchmark for one staff is
50.000/3,3=16.666 bookings. The IT system counts the
number of bookings for each staff. At the end we can
analyse over performance and under performance for
each staff.

In the real life the discrenancies are surprisina
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Service Products/Outputs, Performance,
EU-CHINA Job forTrade cooperation

Products for Trade

Performance
Measurement for
agreed time periods

Job Description

(1) Advice on foreign
markets and sectors
provided to member
companies

Number of requests
answered
Customer survey

Market Service
Answer information
requests via phone,
correspondence,
receiving visitors
Access electronic and
other publications

( 2 ) Meetings of Trade
Missions organised

Number of missions
received and sent
abroad.

Cooperation results (
Number, Financial

w ~ [ ] .

Identify participants
Provide meeting
logistics

Prepare information
material
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7 Fu-cHina | |
Definition of Service Products/Outputs and Functional

Skills

Product/Output 1 Advice on foreign markets and sectors provided to
companies

Functional Skills Category
Product 1

Sources of country and regional information U
Inventory of public accessible market studies U
Ability to interpret the results of market studies U
Elements of marketing studies B+
Cause-effect relationsships in Marketing U

Ability to derive a rough demand estimate from
available statistical data B+
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g Service Products/Outputs, Performance,
7 EU-CHINA Job for Company cooperation
Perfor- Job Description
Products for mance
Company Measure-
Cooperation ment for
agreed
time
periods
(1)Information Number of |[Establish Inventory of major
regarding requests |industrial products of the ...
companies, answered. area in cooperation with
production lines and | Ratio of other information
their products unsolved |sources/providers
provided to requests
potential
cooperation
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Service Products/Outputs, Performance,

Job for Company cooperation

Products for Company
Cooperation

Performance
Measurement for
agreed time periods

Job
Description

(10)Successful
business cooperation
facilitated:

1. Joint venture

2. Licence Agreement
3. Job processing

4. Trade agreement
5. Foreign Investment

Number of cooperation
agreements in
comparison with
accepted cooperation
requests

Financial cooperation
volume

Cycle time between
accepted cooperation
request and final
agreement.

Secure
feedback from
successful
cooperation
partners
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7 Fu-cHINA | |
Definition of Service Products/Outputs and Functional

Skills

Product 1: Information regarding companies, production lines
and their products provided to potential cooperation partners

Functional Skills Category
Product 1

Sources of country and regional information U
Inventory of public accessible market studies U

Ability to interpret the results of market studies U
Elements of marketing studies B+
Cause-effect relationsships in Marketing U

Ability to derive a rough demand estimate from available statistical
data B+
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7 EU-CHINA

Performance of a driver:
1 Transports the staff of the Organisation
2 Organises the maintenance of the car and does minor

repairs

Product 1.

* No failure in finding the right places

* 90 % of the transports in time as planned

 No traffic accident where driver is guilty

« 100 % of the booking documents delivered are correct

Product 2:
Technical availability of the care at a level of 99%
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7 EU-CHINA
Products/Outputs of a driver:

1 Transports the staff of the Organisation

2 Organises the maintenance of the car and does minor
repairs

Functional Skills

Product 1

Ability to estimate distances and time under traffic conditions

Traffic rules and regulations

Ability to find a locations and streets from a map

Memorized knowledge of major parts of the provincial road system

Memorized knowledge how to find places frequently visited by XYZ organs and staff

Knowledge of procurement and booking procedures within the organisation

Product 2

Knowledge of all major car components and warning systems

Ability to initially analyse the reasons of failure of standard car components
Ability to replace non complex components with an enduser standard tool set
Actual jobholders



7 EU-CHINA
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Good Perfomance Indicators are

S — Specific

Targets must be concrete, focussed and well-defined

M - Measurable

Measurability means that objectives can be managed, and
discussed meaningfully within"government and in public

Tar%ets may WeII be ambitious — so-called “stretching” targets

- in the UK = but should be within the “realm of the possible.”
A - Achievable Targets may be achievable but not realistic which 18 the
reason for the next requirement
ealistic targets ar? consistent with the org}amsagopl
uman I’eSO%I’CGS undin mterna stren S, an at
R - Realistic

ng)lngo |(rj*n[\)/ementat|on9 realistic, arﬁets must
to development in the organis |(¥
envwonment e.g, demographictrends, funding

opportunities, ett)

T — Time-bound

Targcﬁts should be specmefl In terms of time-lines. or
Ines, an ]p of base-lines for comparing
achievements before-after




R - Responsive

E - Energising
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Good Perfomance Indicators are
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7 EU-CHINA

The Chinese Central Government Criteria for
Staff Assessment

« Achievement refers to the completion of the work in
terms of the quantity, quality, efficiency and the
benefits/impact.

 Morality is the ideological and political quality,
personal character, professional ethics, social morality
and so on

« Honesty, cleanness and self-discipline

 Diligence refers to the sense of responsibility, working
attitude, and working style.

« Capacity/Competence refers to the necessary skills
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The need of Volume Based
" EU-CHINA recording for mass services

In Central Europe we provide the following mass services for
citizens that count for substantially more than 50 % of the
staffing demand in local administration: Registration and
Reregistration of Citizens residence, Birth registration,
Marriage and Registration of Marriage, Funeral and Death
Registration, Housing support scheme for the poor, Land and
Housing Property Registration, Building permits, Tax Payer
Registration, Determining Tax Obligations, Determining other
fees, Car licenses, Driver license, Punishment of traffic rule
violations, Punishment of other violations of Public Order.
These services are provided based on a division of labour
between cities, counties, townships and the provincial
administrations. Volume counting on a daily, monthly and
yearly basis and quantitative Performance assessment
accordingly for this type of services in our opinion is vital
because these services create a huge staffing demand.
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> Measuring of Quantity in Staff

7 ru-cHina Assessment: The General Approach
Measuring of quantities requests a sectoral approach and cannot be
achieved by the Human Resources Department itself. The Human
Resources Department can only deliver its own quantitative data as
shown before. A regulation of the TOP-Management to introduce
volume/number based reporting is requested

Step 1

The sectoral need to define the service products that they deliver to
the internal and external customers.

Step 2

The set up of a baseline is requested that clarifies how many
volumes/numbers a staff position with an average staff should deliver.
Such baselines do often already exist in different sectors:

Number of hours for teaching obligations in different school types and
Higher Education institutions

Number of cases per judge in legal courts

Number of patients per different positions in medical treatment.
Where they do not exist they need to be developed and have to be
agreed upon with top management because they are the baseline not
only for the performance assessment but also for the quantative
staffing demand




China-Europe Public Administration Project Il ( CEPAII')
Measuring Quantity: Volume Based

Indicators for the staff of the Civil
Service Bureau

Examples:

Number of training courses held measured against
original target, Number of course days held

Number of participants per course, as an average for all
courses and as a sum of all participants

Percentage of participation and time spend in E-Learning
Courses

Number of rewards and punishments

Volume of Customer Assessments

Volume of Staff Assessments in comparison with the
actual number of staff

Number of Applications for Staff Recruitment

Number of Applicants evaluated personally

Number of Staff recruited

Number of Staff administered in various dimensions
Vacancy Rates of staff

lliness and Attendance Rates
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Measuring Quality: Indicator for the

services of the staff of the Civil
Service Bureau

7 EU-CHINA

Examples:

Training: Results from qualitative judgement from
participants based on evaluation forms ( documented as a
graph per course and for the whole program ).

Income generated from training for external customers
Results from staff satisfaction survey
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Measuring Efficiency: Indicators for

the services of the staff of the Civil
Service Bureau

We assume that a product based and cost based financial
reporting system is not yet existing. However a step by step
approach could be taken to arrive close to a cost per
service system.

Step 1

The classification of the budget expenses are broken down
to the department and /or division level.

Step 2

Define the products that are delivered to the internal
customers

Step 3

Estimate the percentage of time, that different staff
members spend for a specific product and associate the
personnel and other costs accordingly. Add an overhead
value of may be 15 % to arrive at a expenditure per service
estimate.
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Measuring Efficiency: Indicators for

the services of the staff of the Civil
Service Bureau

We assume that a product based and cost based financial
reporting system is not yet existing. However a step by step
approach could be taken to arrive close to a cost per
service system.

Step 1

The classification of the budget expenses are broken down
to the department and /or division level.

Step 2

Define the products that are delivered to the internal
customers

Step 3

Estimate the percentage of time, that different staff
members spend for a specific product and associate the
personnel and other costs accordingly. Add an overhead
value of may be 15 % to arrive at a expenditure per service
estimate.
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Measuring Quantity: Indicators for

the services of the staff of the Tax
offices

Number of tax assessments per staff. Requests a
baseline for the staffing demand: How many tax
assessments should an average staff handle?

Percentage of tax assessments where tax assessment
lead to a higher income than declared

Average amount of additonal tax income derived from tax
assessment.

Average cycle time between tax declaration of the citizen
and the output of tax assessment through the tax officier

7 EU-CHINA
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Measuring Quality in Staff
Assessment across sector

Success Rate of Appeal against legal decisions

Approval Rate: % of approvals regarding draft documents by
government

Customer Satisfaction Survey: A survey with a customer
measuring the customer satisfaction after a service : A survey
measuring the success rate of trainings/seminars based on the
perceived opinions of the participants.

has been delivered to the customer.

Staff Satisfaction Survey

Training/Seminar Evaluation
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Measuring Quality in Staff
Assessment across Sectors

Other Surveys. Surveys in other specialised service areas
like publications, library and IT to measure the perceived
quality of the service

Quality Compliance Tests: Tests made by management
functions evaluating the quality of the services delivered.
Check List Compliance Tests: Tests made by the
management and/or internal quality audit evaluating
compliance with check lists to be followed during service
delivery

Internal Quality Audit: Systematic and independent
examination to determine whether quality activities and
related results comply with planned arrangements, and
whether these arrangements are implented efficiently,
effectively and are suitable to achieve objectives
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7 4
7 EU-CHINA

Performance Measurement for Local Government
Target Systernm Building Perm.it

Building doesnt crash ™,
contributes to healthy living
conditions and efficient
usage of energy

Number of building permits
issued

Building in line with nmnational
e and EU-aquis legal
reguirements

\ ‘
B D

E.g. Processing E.g. Staff
E.g. Costs per Time between Satistaction:
Permit application and Results

PrPermission from Survey
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7 EU-CHINA

Performance Measurement for Local Government

Target System Waste Disposal

Wivaste does mnot affect the
quality of grounmndwwater,
surface vwater amd the
cquality of soil

Number of tonmns of waste
disposed

YWvaste disposal im lime with
= ational and EuU-aquis legal
reguirerments

\ >

= Costs =i E.g. Customrmer E.g. Staff
-9 - P Satistaction : Satistactionrn :
tom of waste
Results from Results

disposed

Survew from Survewyw




Their are different Types of work involved

In service

delivery. A substabtial part of the work in the Headquarters
of a Provincial Administration is Project and Progam based
like Draft of Regulations for different purposes, Set up of a
General Strategy and related Action Plans for a sector,
Implementation of single projects according to Action Plan.
Their sucess is best assessed both at the staff as well as
at institutional level with a Logframe

Product

Project

Programme

Repeating services are
provided. Often Mass
Production

Solves a problem that is limited by
scope and time. Is finalised with
objective and result achievement

Solves several problems that are
limited by scope and time. Is
finalised with objective and result
achievement

A program consists of several
projects that should have a positive
impact on each other.

Can be standardized
even if there are
variations

Deviations regarding objectives
and quality standards, type of
deliverables, finance , time, target
groups and benificaries

Deviations regarding objectives and
quality standards, type of
deliverables, finance , time, target
groups and benificaries




Typical Structure of A Logframe Matrix

Project Description Indicators Source of Verification Assumptions
Overall Objective — The project’s | How tha 00 Is to be measured How will the information
contribution o policy or Including Cuantity, Quality, Time? | be collacted, when and
programme objectives (impact] by whom?
Purpose — Direct banefifs tothe | How the Purpose is to be As abowe If the Purpose Is achieved, what
target group(s) maasurad including Cuantify, assumptions must hold frue fo

Quality, Time achigva the 007

Results — Tangible products ar How the results are to be As abowe If Results are achieved, what

services delivarad by the project

maasurad including Cuantify,
Quality, Time

assumptions must hold frue fo
achieva the Purpose’

Activities — Tasks that have io

be undertaken o deliver the
desired rasults

If Activities are completed, what

assumptions must hold frue fo
deliver the results?




Example for a project planning document with a
hierarchy of indicators

Project description

Indicators

Means of Verification

Overall objective
To contribute to improved family

haalth, particularly tha undar Ss,

and fo improse the genaral
hezalth of the riverine eco-system

- Inzidaence of water borna
dizzases, skin infections and
blood dizorders cawsad by haawy
metals, reduced by 90% by
2008, spacifically among how-

incoma families liwing along the
rivar

- Municipal hospifal and clinic
records, imcluding matarnal amd
chilld health records collected by
mohbile MCH teams. Resulis
summarired in an Annual Stato
E];:'HIE Emvironmeant report by thea

Purpose
Improwed quality of river water

- Concanfration of haawy meial
compounds {Pb, Cd, Hgl and
untreated seweraps; reducad by
Z5% [compared to lewels in
200:3) amd messts esiablished
national kaalthfpolletion condrod
standards by end of 2007

- Weakly water quality swneys,
jodmtly conducted by the
Ervironmantal Protection Agency
and the Riwer Authaority, and
reporied monthly fo the Local
Government Ministar for
Envircament {Chair of Project
sieering Commikina)

- The pubic awarengss campaign
conducted by the Local
Governmest impacts positvaly
on families sanitation and
hygi=ne practices

- Fishing cooperatives are
offactiva in limiging theair
meambers exploifation of fish
‘mursery” ansas

Result 1

Yolume of waste-water directly
discharged info the river systam
by hiowssholds and factories
reduced

- 0% of wasis water produced
by factorias and B0 of wasta
water produced by howsaholds is
treated in plants by 2006

- Annual sample sureay of
howseghalds and Tactories
conductad by Municipalitias
befwean 2003 and 2006

- Riwer flows mainfained above X
meg=a litres par second for at
least & months of the year

- Upstream water quality
ramains stabla

Rezult ¥

‘Wasta-water treatmant
standards established and
gffectivaly enfomced

- Wasie wator from 4 existing
treaimeant plamts meefs EPA
guality standards (heavy matals
and sewerage comtent) by 2005

- EPA awdits {using rewvisad
standards and improved audit
methods], conducted guarberky
and raporied fo Projact Steering
Committea

- EPA iz successful in reducing
solid washe disposal lewels by
facfories from X to X tons per

year
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Measuring Moral and Uprightness
EU-CHINA

The Chinese Civil Service Code and its accompanying by legislation use the
following terminology with regard to Performance Assessment criteria: morality,
uprightness.

“Morality is the ideological and political qualities and personal character,
professional ethics, social morality and so on ... Uprightness is the honesty and
self-discipline” Regulation on the Appraisal of Civil Servants (Trial)

Professional ethics encompass the personal, organizational and corporate
standards of behaviour expected of Typically in the international discussion these
include the following components: Honesty, Integrity, Transparency,
Accountability, Confidentiality, Objectivity, Respectfulness, Obedience to the
law

Loyalty,
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Measuring Moral and Uprightness
EU-CHINA

“Honesty refers to a facet of moral character and connotes positive and virtuous attributes
such as integrity, truthfulness, and straightforwardness, including straightforwardness of
conduct, along with the absence of lying, cheating, theft, etc. Furthermore, honesty means
being trustworthy, loyal, fair, and sincere” Cited from www.wikipedia.org

“The word integrity evolved from the Latin adjective integer, meaning whole or complete. In
this context, integrity is the inner sense of "wholeness" deriving from qualities such as honesty
and consistency of character. As such, one may judge that others "have integrity" to the extent
that they act according to the values, beliefs and principles they claim to hold”

Cited from www.wikipedia.org

Transparency is operating in such a way that it is easy for others to see what actions are
performed.

Accountability is the acknowledgment and assumption of responsibility for actions, products,
decisions, and policies both on the individual staff and the institutional level.

As far as the law requests this the staff must keep internal information of the institution and
personal data of the citizens confidential.

Objectivity means staying neutral towards citizens.
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M ring Moral an rightn
FU-CHINA easuring Moral and Uprightness

Respect is a positive feeling of esteem or deference for a person or other entity
Obedience to the law and Self discipline are more or less self explaining.

In the Annex ... we have compared the related components to be applied in the
staff assessment of Hainan Province Fisheries Department, Hubei
Provincial Administration, New Zealand Code of Conduct, Similar to UK,
Australia, US

The Hainan Province Fisheries Department is not so comprehensive as the two
other models are. The two other models are very similar to each other. However
the tone is somewhat different. Our personal preference would be the
components from the international discussion

As moral has partly a cultural dimension we would not like to make a concrete
proposal which components should be integrated. In the draft Staff Appraisal
Form in Annex ... we have integrated the components of the Hainan Province
Fisheries department.
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7P i
e

7 EU-CHINA

Staff Evaluation Company Cooperation

Personal skills

Criteria

Oral expression 7 10 70
Written expression / 10 /70
Praesentation skills 7 10 70
Problem Analysis Skills / 10 70
Assessment Skills 7 10 70
Creativity 7 10 70
Risk taking / 10 /70
Motivation 16 10 160
Energy / 10 70
Endurance 7 10 70
Persistence 7 10 70
Determination 7 10 70
Stress Tolerance 7 10 70
Result 100 1000
Result X Overall Weight (0,50) 250
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7

EU-CHINA

Staff Evaluation Company Cooperation

Social skills

Criteria

Ability to listen 10 10 100
Sensitivity 10 10 100
Tolerance 10 10 100
Politeness 10 10 100
Warmness 10 10 100
Readyness for group work 10 10 100
Consensus achieving 10 10 100
Flexibility to adopt 10 10 100
Bargaining competence 10 10 100
Punctuality 10 10 100
Result 100 1000

Result X Overall Weight (0,50) 250
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Types of competencies

There are two broad types of competencies:

. Work-based competencies which set out what people have to
be able to do if they are going to achieve the results required in the job.
The areas of competence are expressed as outputs and standards of
performance that must be attained in all the main elements of the job.
They describe the standards required in specific roles, jobs or
occupations.

. Behavioural competencies which describe the personal
characteristics and behaviour required for successful performance in
such areas as interpersonal skills, leadership, personal drive,
communications skills, team membership and analytical ability.
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Dimension an description of competencies

Dimensions  |Descripton

Procedural Competences

This dimension covers and describes the mental and
intellectual capacities and abilities
This dimension covers and describes the modality how the
given tasks are realized; furthermore it covers and describes
the capacities and skills to organize him-/herself and the
system of tasks
Professional competencies This dimension covers and describes the professional
competencies. The professional knowledge necessary for the
job is not the most important point, but the competency of
methods, i.e. the capacity and skills to make the necessary
professional knowledge accessible.

Communication skills This dimension covers and describes how the employee
behaves in the context of other persons in the organization




China-Europe Public Administration Project Il ( CEPAII)

Dimension and description of competencies

Leadership skills This dimension covers and describes the behavior of a
superior how he/she conducts the steering and
controlling of staff and tasks. It is not separate from the
other dimensions, but an own category and differs on

the number of subordinated staff and the areas of
responsibilities.

special professional Knowledge that do not belong to the respective job, but can

and methodological be useful for it: language skills, computer skills, training
knowledge skills




Definition of Competencies in the

Hubei Province

_ proportion Classified Competence

Indicator of (% ) (100 Requirement

Competence percent in behavioral
toatal) escription)

Learning competence

Competence in
political distinguishing

Competence in
conducting surveys
and investigations
Competence in
expression
Competence in
integrity
Competence in
physical and
psychological
adaptation



Competence in
organizing and
management

Competence in
administration in
strict compliance

with laws and

regulations

Innovative
competence

Competence in
effective and efficient
public service
delivery

Competence in
dealing with
emergency and
planning in a far-
sighted way

Competence in giving
constructive advice
and suggestions
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/ Evaluation




Classification of mental skills/competencies

* The classification shown above should be seen as a hierarchy that
moves from the basic level of knowledge to the highest level of
evaluation.

 Example

On the first level on a legal based decision you know the article
In the law to be applied.

On the second level you understand the contents of th article
On the third level you apply the article to a single case

On the fourth level you apply the impact of your decision for the
client

On the fifth level you compose your decision in a written form

On the sixth level you evaluate all decisions you have taken
regarding their impact in the society
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‘Knowledge: arrange, define, duplicate, label, list, memorize,

name, order, recognize, relate, recall, repeat, reproduce, state

«Comprehension: classify, describe, discuss, explain,
express, identify, indicate, locate, recognize, report, restate,
review, select, translate

Application: apply, choose, demonstrate, dramatize, employ,

illustrate, interpret, operate, practice, schedule, sketch, solve,

use, write
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-Analysis: analyse, appraise, calculate, categorize, compare,

contrast, criticize, differentiate, discriminate, distinguish, examine,

experiment, question, test

-Synthesis: arrange, assemble, collect, compose, construct,

create, design, develop, formulate, manage, organize, plan, prepare,

propose, set up, write

Evaluation: appraise, argue, assess, attach, choose compare,

defend, estimate, judge, predict, rate, core, select, support, value,

evaluate
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¥ EU-CHINA
Integrating our proposal and the Ilegisiation regarding

achievements, competencies ( Hubei model would be a real
alternative ) leadership and the dimensions for diligence of a
former Central Government Regulation as well as the
dimensions for ethics/uprightness of the tax offices in Hainan
one could arrive at the following possible model.

This is a numeric model of up to 100 points bases the 10 digit
system that most of us know best . This could be integrated in
the Chinese performance assessment regulation as follows:

« 85-100 points: Exellent

« 70-84 points: Competent

« 55-69 points: Basically competent



Gr

Weig [ad
Assement Leaders ht el 10Sum
Achievments (40 % )
Quantity 1 10 10
Quality 1 10 10
Efficiency 1 10 10
Benefit 1 10 10
Comptencies (10 %)
Mental skills 0,25 10 2,5
Procedural Competencies 0,25 10 2,5
Professional Competencies 0,25 10 2,5
Communication Competencies 0,25 10 2,5
Leadership behaviour ( 20% )
Steering staff 0,3 10 3
Personnel development of staff 0,3 10 3
Team work 0,3 10 3
Strategic Orientation 0,3 10 3
Quality and Target Orientation 0,3 10 3
Customer Orientation ( ext., int. 0,2 10 2
Establishes Change 0,3 10 3




Diligence (10 % )

Working attitude 0,33 10 3,3
Attendance 0,33 10 3,3
Responsibility and Dedication 0,34 10 3,4
Moral/Uprightness ( 20 % )

Law Compliance 0,3 10 3
Attending political learning

sessions 0,3 10 3
Loyalty 0,3 10 3
Absence of bad habits ( alcohaol,

fighting ) 0,3 10 3
No false statements about others 0,3 10 3
Honesty 0,2 10 2
Self discipline 0,3 10 3
Sum 100




Post, Rank and Grade Salary in China

Level Leading Non- Rank 1 2 3 4 5 6 7 8 9 10 11 12
leading

Bureau/ 11

Departmental 12

Vice B/D 13
s :
15

Bl

Vice-division 17
18
19
20

Vice-section 21

22

Personnel 23
24

Clerk 25
26
27
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7

7 r.cuina  PeErformance based payment in China

Article 16 The result of the annual assessment shall be the basis for the adjustment of the post, rank, wage,
reward, training and dismissal of a civil servant.

Article 17 Cases of a civil servant with the grade of “competent” or above in annual assessments shall be
subject to the following procedures:

1. A civil servant with the grade of “competent” or above for two accumulative years shall receive a wage
increase of one grade higher than the standard grade corresponding to the determined rank;

2. A civil servant with the grade of “competent” or above for five accumulative years shall be promoted one
rank higher than the rank corresponding to his/her assumed post;

3. A civil servant with the grade of “competent” or above and complying to other prescribed qualifications
of post assumption shall be qualified for post promotion; a civil servant with the grade of “excellent” for
over three consecutive years shall be given priority in post promotion;

4. A civil servant with the grade of “excellent” shall be awarded commendation in the same year; the one
with the grade of “excellent” for three consecutive years shall be awarded three-grade merit; and

5. He/she shall receive an annual assessment bonus.



Regulation on the Rewards of Civil Servants
(Trial). Issued by the Organizing Department of
the Central Committee of the Communist Party

Of China No. [2008]2 on 4 January 2008

Art.5, a civil servant or a collectivity of civil servant will rewarded under
one of the following circumstances.

(A)
(B)

(©)
(D)
(B)
)

(G)
(H)
(D
(J)

Dedicated, positive work, outstanding achievements;

Self discipline, integrity, style and honest, fair work, outsta nding
role models;

Making inventions or rationalization proposals, ma king
significant economic or social benefits;

Promote national unity, safeguard social stability and make
outstanding contributions;

Protect public property, saving state assets with outstanding
results;

Prevent or eliminate accidents activity, the interests of the
country and the people; minimize the loss;

Selflessly contribute to the Rescue and disasters relief;
Fight against violations of law with contributions;

Win honor and interests for the country in foreign affairs;
Other outstanding achievements.



Reward categories and Bonus Amounts
A quota of maximum 15-20 % of the staff is rewarded in
the Hainan Provincial Administration to be decided by a
Committee of high ranking leaders

Art.6 The rewards are categorized to:
commendation, third class merit, second class
merit, first class merit, honorary titles.
For the outstanding performance,
commendation will be given;
For the outstanding contribution,
third class merit;
For the significant contribution,
second class merit;
For the prominent contribution, first

class merit.
Reward categories Bonus Amounts(rmb)
Commendation 800
Third Class Merit 1500
Second Class Merit 3000
First Class Merit 6000
Honorary Titles 10000
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Performance based payment in Europe

In the past, most performance assessment systems
did not make the individual performance
assessment the focus behind the criteria. These
systems frequently had symbolic value. The
employees were rated very subjectively and "too
good” - if rated at all. Good assessments were
inflated with very low volumes of financial benifit to
be distributed for nearly everybody. We have now an
"individualisation” trend within the field of human
resource management. Where personnel appraisal
is concerned, this development leads to the
introduction of individual target agreements that
are embedded in a target definition system valid for

the entire organisation.



The negative example of Slovenia shows that aroung 90
% of the staff are assessed with excellent and good

Rating in Slovenia

60.00%

50.00%

40.00% -

30.00%

20.00%

10.00%

0.00%

exelant

good

m 2004
m 2005

[ e

satisfactory

unsatisfactory




Survey results show that only 30 % of the states in
Europe apply a quota system

In order to avoid a ““too-good™ rating, do you
apply a quota system?

percentage
B 8 8§ 8 8 & B

-
O

=)




Based on the Research results of the Mathematician
Gauss we can assume that in many situations of real life
there is a probability distribution as shown below. If we
apply this to staff assessment we can assume that
normally more than half of the staff perform average A
quota to be set from the Hainan Governors office for the
departments and/or the whole organisation could look as
follows:

25 % excellent and competent

65 % basically competent

10 % non competent not to be achieved as a ,,Must*

68,27 %

/ 95,45%0

.—q_/ 99,73% \b,




The scope of the Manual is not to demonstrate
how the performance of an institution can be
improved. The focus is on Institutional
Performance Assessment and Indicators. If they
are developed and used well this will however
contribute to an improvement of the performance

A High Performance
Organisation

e Is clear on its mission

e« Defines outputs and outcomes

« Focuses on results, not on procedures
- Knows what it is (not) good at

- Has a flexible organisation

« Motivates its staff to succeed
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Performance Improvement
7 EU-CHINA Framework New Zealand

As an example for a General Framework
that could be applied in all Deparments of a
Provincial Administation across all Sectors
we have chosen the Performance
Improvement Framework (PIF) of New
Zealand. It is obligatory for all government
agencies and executed by External
Assessors. The Framework answers the
question what is measured. It does not
clarify what indicators should be used. This
depends very much on a sectoral approach.
There are only a few indicators that can be
used across sectors like processing time,
waiting time, appeal rate against decisions



Delivery of Government Priorities
How well has the agency identified and responded to current government priorities?

Delivery of Core Business
How effectively is the agency delivering its core business?
How efficiently is the agency delivering its core business?
How well does the agency’s regulatory work achieve its required impact?

Organisational Management
How well is the agency positioned to deliver now and in the future?

Leadership, Direction and Financial and Resource

= Vision, Strategy & Engagement with thE' » Leadership & = Asset Management
Purpose Minister Workforce » Information

» Leadership & s Sactor Contribution Development Management
Governance = Collaboration & * Management of People| Efficiency

* Culture & Values Partnership with Performance . Hnandial

= Stru:tur_e,_l'v.fqies & Stakeholders » Engagement with Staff Management
Res;_mn sibilities = Experiences of the « Risk Management

* Review Public
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7 t.cuina  The external assessment is

supported by a number of lead
questions for the different
influencing factors of
performance

Resulfs

Crifical Area Lead Quesfion

Covernment Porties | 1. How well s the agency tdentfed and esponded focurent govermment prioies?

Core Bustness ) How effectvely 5 te agency devermg thi core usioess area”
3. How efictentl s the agency delverm thiscore Dusies area!
4 o well does the agency s reqlatory work achieve it tequied pact




Organisational Management

Critical Area | Element Lead Questions
5. How well has the agency articulated tts purpose, vision and strategy fo its staff and
Vision, Strategy & | stakeolders?
Purpose 6. How well does the agency considzr and plan for possible changes tn ifs purpose or
role 1n the foreseeable fufure?
Lexdestin & EEEPI[EU} well does the sentor team provide collective leadership and direction to the
Leadership, OIRLS §. How well does the board lead the Crown Entity? (For Crown Enfities only)
Direction and e & Vaes |- HOW Well oes the agency develop and promate the orgaisational culue
Delrvery behaviours and values it needs to support fs strategic direction?
10. How well does the agency ensure that ifs organisational plannmng, systems,
Structure. Roles & | structures and practices support delivery of government priortties and core business?
Responsibilities | 11 How well does the agency ensure fhat it has clear roles, responsibilties and
accountabilsties throughout the agency and sector’
Revien 12 How well does fhe agency momfor, measure and review ifs policies,

programmes and services to make sure that if 15 delivermng its infended results?
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categories

o I

Wel lce %

Neatng evlopment §

Wk I

Not ssessed 7
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Delivering an effective and

efficient tax administration -
Qualitative judgement

" EU-CHINA

Performance Rating: Well placed

This government priority is broad in its scope and judgements about
performance require a balancing of many factors. However, our view is that
in recent years IR has operated a largely effective and efficient tax
administration. While there are areas for improvement, such as the selection
and implementation of new technology and greater attention to the
management of debt, the components of the system work well together.

IR has demonstrated the ability to provide high qguality policy advice, deliver
good overall levels of service, respond to new challenges and maintain high

levels of voluntary compliance.

The review has uncovered much information about measures of effectiveness
and efficiency as they apply to tax administration. The team has also been
made aware of international benchmarking studies on tax administration
that include New Zealand. These, however, have raised as many questions as

they have answered.
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EU-CHINA
The CAF Model
ENABLERS  RESULTS

INNOVATION AND LEARNING




PHASE 1: THE START OF THE CAF JOURNEY

Step1
Decide how to organise and

plan the self-assessment

PHASE 2: SELF-ASSESSMENT PROCESS

Step3 Step 6
Compose one or more [ Draw up a report describing
self-assessment groups the results of self-assessment

PHASE 3: IMPROVEMENT PLAN/PRIORITISATION

Step 7 Draft an improvement Step8 Step 9
plan, based on the accepted Communicate the Implement the

self-assessment report improvement plan improvement plan




CAF Assessment Criteria Enablers are
qualitative

Critericom 1 : Leadership
Coonsideaer vwhat thee orngansation’s leadershae is doidmg o .
Swhkh—ocritericm 1.7

Prowide directiomn fior thhe organisation by dewveloping its rmiission,
wisiomn amnd waluss

Sub—ocritericom 1 2
MMamnage rthhe onganiisation, its perforrmancs amnd its ConthreLsoLeEs
T O e T e Ve

Swh—oritericm 1.3
Mo rtimerate and suppeeort the pecple in thhas orgamisations
and act as a mole meodd i

Sub—critericom 1
Manage effTectiwve relations with political authorities and other
stakeholdaers

Critericomn 2@ Strategy and Plammimag
Consinder what thye ornganisation is doimng to.o.

Swub—oritericm 2.7
Sather informationmn omn presasnt amnd futuers meed s of stakeaeholder=
a=s wwell as relevant managaermieaent imnformeatiors

Swhbh—ocritericom 2.3
Chewelop strategy and plamrmiimng takimng Ento account the gathersed
imforrmatiom

Sub-criteriom 2_=
Crmarmuarricate and implement strategy and slamnesina i the wwhaole
oyrnganisation amnd rewieww it om oa reguslar basis

Swh—oritericocm 2 _<3
Flam, implerrmrent andd rewieswy immvoeratiornn arsd chamog=s



CAF Assessment Criteria Enablers

Sub-criterion 3.1
Plan, manage and improve human resources transparently with

regard to strategy and planning

Sub-criterion 3.2

Identify, develop and use competencies of the employees aligning
individual and organisational goals

Sub-criterion 3.3

Involve employees by developing open dialogue and
empowerment, supporting their well-being

Criterion 4: Partnerships and Resources
Consider what the organisation is doing to...

Sub-criterion 4.1
Develop and manage partnerships with relevant organisations

Sub-criterion 4.2
Develop and implement partnerships with the citizens/customers

Sub-criterion 4.3
Manage finances

Sub-criterion 4.4
Manage information and knowledge

Sub-criterion 4.5
Manage technology

Sub-criterion 4.6

Manage facilities

Criterion 5: Processes

Consider what the organisation is doing to..
Sub-criterion 5.1

ldentify, design, manage and innovate processes on an ongoing
basis involving the stakeholders

Sub-criterion 5.2
Develop and deliver citizen/customer-criented services and
products

Sub-criterion 5.3
Coordinate processes across the organisation and with other
relevant organisations



CAF Assessment Criteria Results

RESULTS

Critarion &: Clitizen/Customer-oranted Results Critarion &6: Clidzen/Customar-oriented Results

Consider what results the onganisation has achieved (in its effores) Consider what the organisation has achieved to meet the neads
o meet the needs and expectations of Citizens amd Customers and expectations of customers and citizens, through the results
thirowgh... of_.

Sub-criterion 6.1 Sub-criterion 6.1

Results of citizen/customer satisfaction measurements Perception measurements

Sub-criterion 6.2 Sub-criterion 6.2

Indicators of citizen/customer-oriented results Perfomance maasursments

Criterion 7: Peopla Rasults Criterton 7: Peopla Rasults

Consider what results the organisation has achieved to meet the Consider what the organisation has achieved to meet the neaeds
neads and expectations of its people through . and expectations of its people through the results of..
Sub-—criterion 7.1 Sub-criterion 7.1

Results of people satisfaction and motivation measurements Perception measuramwents

Sub-—criterion 7.2 Sub-criterion 7.2

Indicators of people results Perfomance measure ments

Criterion 8: Soclety results Criterton 8: Soclal responsibility results

Consider what results the organisation has achioved in respect of Consider what the organisation is achieving in respact of impact
impact on society, with referemnce to... on sociaty, with referance to the results of .

Sub-—criterion 8.1 Sub-criterion 8.1

Results of societal measurements perceived by the stakeholders Perception meaasuraments

Sub-criterion 8.2 Sub-critericn 8.2

Imdicabors of societal performance established by the organisation Parformanoe measuraements

Criterion 9: Key performance results Criterion 9: Key performance results

Consider the evidence of defined goals achieved by the Consider the resuits being achieved by the organisaticn, in
organisation in relation to.. relation to..

Sub-criterion 9.1 Sub-criteriocn 9.1

External results: outputs and outcomes 1o goals Extermnal results: outputs and outcomes to goais

Sub-—criterion 9.2 Sub-criterion 9.2

Imtarnal results Intarnal results: level of efficiency



The indicators for the results have in first instance a
quantitative basis

The CAF Model — Improvement Actions

= Parformance Managemeant = Performance Management
BEEIENTo Bolo](=NeCI{ol] - Investorsin Peopie
= Liizen or Service i_harters =P = People Surveys = Citizen/Customer

- Benchmarking = Quality Circles SuUrveys
EMABILERS
= 3. People = — 7. People Results —
5. Citizen/
1. Leadership Il P Etrate_g}.r& [ | o e | B O. Key Performance
Planning Results
& Results
| | 1
. 8. Social
| Partnerships & u Responsibility _
Resources Rezults
4 1
INNOVATION A h\[m LEARNING
= Miission = Budgeting, Accountng = Infio AcCts = 150 14000 = Benchimarking
= Development = Benchmarking - CRM = Audits
= Benchmarking - BSC
= User Manuals
= 150 2000

= Quality Circles
= BSC
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7 EU-CHINA .
Institutional Performance Assessment Is Part of

the Institutional Development Cycle

Mission Statement

¥

Strategic Development Plan
Strategic Action Plan

Projects and Programs of Institutional Development

¥

Institutional Performance Assessment is one possible
Program
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Assessing Performance takes
place at the strategic,
operational and individual level

Maasuring Performance

s amires the orogene a8on s

rearall parormancs n
— dalvarng on tha mission
mnd srEogic qoals

Mazmares the aPactivi
anaoution of particular

ecoacts of the organz ston

Eanad on oriical somadnis

_" end Standams




Again there are different Types of work involved in service
delivery. A substabtial part of the work in the Headquarters
of a Provincial Administration is Project and Progam based
like Draft of Regulations for different purposes, Set up of a
General Strategy and related Action Plans for a sector,
Implementation of single projects according to Action Plan.
Their sucess is best assessed at institutional level with a

Logframe

Product

Project

Programme

Repeating services are
provided. Often Mass
Production

Solves a problem that is limited by
scope and time. Is finalised with
objective and result achievement

Solves several problems that are
limited by scope and time. Is
finalised with objective and result
achievement

A program consists of several
projects that should have a positive
impact on each other.

Can be standardized
even if there are
variations

Deviations regarding objectives
and quality standards, type of
deliverables, finance , time, target
groups and benificaries

Deviations regarding objectives and
quality standards, type of
deliverables, finance , time, target
groups and benificaries




Example: Agricultural extension and health
services

ANNEX 1: Logical framework matrix in standard format

LOGFRAME PLANNING MATETE FOR Project Ficha

Froject title and nmmber

Agriculture and Food Safety: 9 — 2013 /02

Confracting pericd expires three years affer
the sizning of Financing A sreement

Exacution peried expires twi years after the
sigming of the contract

Total budget £ 17.6 million

IPA budget: £12.1 million

Overall objective

Objectively verifiable indicators (OVI)

Sources of Verification

To imcrease agricnlmral and fopd producton,
productivity and competitivensss in the farm sector
and agribusine:ss, and mral incomes as well as to
improve public health and the economic performance
of the livestock sector throngh mproved planning and
manazement of animal health and veternary public
health programmes

Agricultural produociion and export statistcs

Eosove staristics of GDP for mural
municipalites

Improved quality of advisory and technical
laboratory services, increasad
competitveness of farmers and mcreased
Income generation.

Increased detecton rate in country for
Imports and exports

Decreased number of rejecions of Eosovo
plant products at borders boundaries

Number of effective incorporation of Eosovo
experts in key internationsl working groups

Improved herd performance and decreased
lozses with rezards fo closmdia diseases

F.educed incidence and prevalence of
Brucellosis in bumans and animals

Improved quality and range of laboratory
services offered by the FVA

EU complisnt system of organic waste

Fosovo statistical data
Final implementation evaluation of ARDF

Import Export statistics

Anrmal smimal healih report

Anmmal reports of MoH and Eeosovo Food and
Veternary Agency.

IS0 17025 cemificats
Approval certificats of operation;

Techmical design documents of the equipnoent
and processas;

Acceptance certificates




Example: Agricultural extension and health
services

collection and disposal is in place and
functional

Specific objective

Objectively verifiable indicators (OVT)

Sources of Verification

Aszsnmptions

To uperade the technical and administrative capacifies
of the paying in order to perform EU compliamt
admimizrative checks and controls for the agriculmre
subsidies.

To upgrade and sengthen the capacity (adminismatgve
and techmical) of the new MAFED tazks in order to
smccessfnlly advise agriculural (ivestock and crops)
activities and their valne chains in Kosovo, leadmg to
further harmonization with ETT.

To improwve processing and marketing, hygiene, quality
and food safety standards and environmental protectdon
in order to swengthen the compositeness of the
apriculiural and maral development sector, increasa
market share and consumer confidence inte local
products.

To promote sustainable development of mral economny
by encouraging non-agriculniral activites, that can
lead to higher rural income, job-crestion, and to the
reduction of the disparities betwesn the mural and the
urban areas

To incresse EVEA capacities in developing and
implementing sound and financially vizble animal
health programs and thersfore, to reduce incidenca
and prevalence of targeted diseases in lmman and
animal populaton.

To mprove performance of the food and veterinary
laboratory by infroducing and validating nup-to-date test
metheds and accreditation with misrmatonally
recognized quality managsment sy sbarm;

To enable a zafe disposal of ABPs through complstion
and operationalization of rendering plant in Kosovo. .

Beports on Adminisrative Contrels and
func tionality of admimsirative checks using
sLPI5 and Farmers registar.

Fleorganized field extsnsion semvices are i
place, trained and fully capable of
performing tasks sz defined by the law on
agmiculture advisory services.

Improved agriculmre producton snd
mireduciion of new technologies, farm
mans Zement praciices and technologias

% Increszed employment in the sector and fo
non- agriculiure activities
%s markst share gained locally and regionally

25-30 grant coniracts implemented

Anmzl animeal health control programmes.
Ciost benafit —amalysis of the animal health
measres.

Sero-surveillance reports

Lizt of newly infroduced and validsted test
methods, inclnding confimmatory tests.
Monthly report on the organic waste
disposal

Annual Managing Authority Beports.

Anditing Feports

Prozress reports
SAP dislogne
FVA and Project progress reporis.

Cost —benefit snalysis repart.

Epidemiological reports issued by the project

and animal health departroent.

List of laboratory equipment purchased and
installad

Wumber of animals vaccinated and tested.
Techmical spproval cerfificats;

Vizual inspectons

IT Fesources are availabls

First two phases of the rendering plant are
snocessiully and dmely completed.

Co-financing budget is imely provided

Smfficient staff is made available for the
implementstion of project actvities
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Institutional Performance
Assessment across sectors

Most instituonal Performance Indicators are sector
based. They support the political strategic and
operational goals of a sector based institution. However
there are a number of indicators that can be used across
sectors:

Compliance Rate of Performance Assessment for
Staff ( daily, quarterly, 6 months, yearly

Customer Satisfaction measured with a survey
Staff Satisfaction measured with a survey
Average time for the completion of business
processes

Average waiting time at the counter

Average waiting time at the telephone ( no answer,
waiting for answer
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Institutional Performance
Assessment across sectors

% of formal complaints against legal decisions

% of legal complaints decided in favour of the clients
% of legal complaints decided in favour of the
administration

Cost/Expenditure per Service/Product

Completeness of Customer Registration in the manual
or computerized system

Income generated from fees if feasible

% return rate of outstandig arrears

Total number of contacts ( E-Mail, Letters, Telephon
conversation, verbal commiunication

Evaluation of training results by the Trainees

Results from standardized tests

Positive results from audit

Sickness rate of staff at different levels of the
organisation
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Tax Administration: Typical

Performance Measures at the
Operational Level

The system of institutional performance we
present was developed by the IMF and is very
complex. In the real life it should be reduced to

10 of even less indicators like in the example
of Romania as shown below
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Tax Administration: Typical Performance
Measures at the Strategic Level

= Jotal net revenue collected by tax
twpe comparad to forecast

- otal expendituraes comparad to
approved budget

= Ratio of costs to collections
(direction)

= Filing and paymant compliance
rates (direction)

= |ncome reporting compliance (from
audit)

e [axpayear satisfaction survaeys
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Tax Administration: Typical

Performance Measures at the
Operational Level

Tax administration Quantity measures Timeliness and quality mea-
functions sures

Registration and Number of new registrants Average time to complete new
filing compliance registration
Number of non-filers by tax type Average time to resolve non-
filer case
Late penalties assessed
Accuracy of taxpayer register
Taxpayer services Total Number of taxpayers assisted Average taxpayer wait time for
and education * Telephone senice
* Walk-in Average time to respond to writ-
Written correspondence ten taxpayer requests
* E-mail Accuracy of responses provided
* |nternet site hits |ttility of visits and seminars (de-
Number of advisory wisits termined by surveys|

Number of educational seminars
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Retumns processing
and payment

Arrears collection

-CHINA
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Tax Administration: Typical

Performance Measures at the
Operational Level

Number of returns processed, by tax type
Number of refunds Issued, by tax type
Percentage of returns filed electronically
Percentage of returns filed by paper

Number of payments processed (manually
and electronic)

Total value of payments processed

Total value of amears collected

Total number of collection cases closed
Total number of taxpayers contacted

Total resources (person years) assigned
Average annual collection per person year

Average processing time
Average number of days to
155Ue & refund

Refurn processing accuracy/
efTor rate

Fayment processing accuracy/
efror rate

Average age of collection cases

Percentage of cases resolved
within X months

Collection case quality (based on
speciic scorng tools)



Audit and investigations  Number of audits completed by tax type (and

Appeals

China-Europe Puinc_Ad[ninistrati(_)n Project Il ( (;EPA 1)
Tax Administration: Typical

Performance Measures at the

Operational Level

by taxpayer segment where applicable]
* Simple

* Comprehensive

* Thematic

e Hic.

Additional tax assessed by audt, by tax type
Total resources (person years) assigned
Additional tax assessed par person year

Number of investigations completed

Total number of appeals cases closed
Total resources (person years) assigned
Value of adjustments on appeal
Number of cases heard by courts

Average time to complete audit

by type of audd
Audit quality (based on specific
scoring tools)

Average time to complete an
investigation

Average length of appeals case
Appeals case quality (based on
specific scoring tools)

Degree to which legal deadlines
are met
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Tax Administration: Typical

Performance Measures at the
Operational Level - Romania

12 indicators was developed, including for each the name of the indicator, the goal to be
achieved, the method of computing the indicator (scope and formula), and the reporting
frequency. These indicators were:

» 0% of letters answered within 20 days

* | evel of voluntary compliance for returns filing

» | evel of voluntary compliance for payment

» Enforced collection amounts from large taxpayers
» Hevenue collected versus revenue expected

= 0% revenue collected through enforced collections
* Average annual audits per tax auditor

* Additional amounts assessed from audit

= Additional amounts assessed from audit per auditor
» 05 of tax assessments appealed

» 0% of appeals in favor of taxpayer

& U, of anhaals in favor of the tax administration
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x Tax Administration: Typical

¥

Performance Measures at the
Operational Level - Romania

* The data were produced, but management did not pay attention to them. There were
N0 Consequencas associated with changes (good or bad) in the performance indica-
tors. Eventually, system fel in to disuse.

* Few indicators had standards or targets. As a result it was very dificut fo judge
whether progress was being made.
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Institutional Assessent Education —

The following example is taken from the
Community College of Allegheny County in
the USA.

It is highly complex and we just present
some basics.

The terminology is somewhat different from
the one we used before
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Institutional Assessmet of Higher
Education - Accessibility

7 EU-CHINA

Accessibilty s our mission, and 5 defied many ways ncluding afordabiy, ditance aveled, and choice. 15 the Collge
affordable? Do the peaple who need financial i receive assistance? 15 tere a campus wittin reasonable proxmity? Do peape

fid
e
fie

i

26 (tance leaming? 15 GCAC the collge of chaice forour students? In general the college 5 accessile. Qur students report
GCAG s e callege of choice, ts aforaablg, and /0% of our Sudents iravel 10 mies or ess fo get to sthool. Distance

—

caion enolment s increasng on an annual basi. Twenty-si ercentofour stucetsreceive fancialad 2 4% ineease i
ot mumber of recpents nthe st e s
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Institutional Assessment of Higher
"CHINA Education — Student Sucess

st
7 >

P
i -

Stident Success 5 at (e eart of the mission, vision, values and qoals. Do our students meet ter goals? Does the collge
Drovide Services {0 help students megt their goals? The colleqe provides many Services to help students achieve ther goals, bu
students reported less satsfaction with support programs in 2002 than 1932 the number of students utlizng college Services
decreased in the same ten-year span. The Office of Supportive Services has experienced an increase in the number of sfudents
reqistered for assistance. Developmental Students' success in college Ievel courses vares from year to vear and English appears
MOTe successful than Math. Retenton rates and credt accumuiation have remained steady over i ast four years. The number of
Certficates and degrees awarded are on te nise. In general, CCAC student report satstacton with the qualy of education
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o Institutional Assessmet of Higher
” EU-CHINA Education - Inclusiveness

Incusiveness measures dvershy and demograptic. Daes the collgereflec e demograohic rofleof hecommuny? Does e
collegerespec paple a5 dviuals? How do the stucets and employees feel about csieness? Students are safsfed wih e
el o raialhermany at e colege accaeing o te 2002 sudent opinion stmey. Sudents eport safacton wih concem for
il and employees eportsaifaction withespect for cividuas at e colege. The emographic profle of e colege &
smilr o Alegheny Couny's rofe. CCAC anks thid i Afican-American enolment among coleges n Pemnslvnia. The
mlorty ofour sudents ae rafional college age. The maorty of confnuing ecucaion tudents range  age fom 25 - 4.
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Institutional Assessmet of Higher
Education - Inclusiveness

7 EU-CHINA

The Workforce cateqory Includes forming partnerships that foster economic development and providing career programs thal met
the needs of students and employers. How many S{udents are n occupational programs ? Are qraduates prepared to enter e
workforce? Do our students accomplish ther personal goals? The number of students enralled In apprenticeship programs peaked
I 2001-02 and has been declining ever since. More than haff of GCAC'S students are enrolled in occupational programs. In general,

sfudents are satsfied with their program of study and most graduates report achieving their career related objectives. Enralment n
computer instruction Is down and has been decreasing for the [ast thres years.



Stt uccess

A learning environment that fosters the success of all students [value]
An exemplary learning community where all individuals can develop their full
potential [vision]

Indicator:
«  Course level success
Measure:

- Grade achieved. Notes: Success = A, B, C, P; Not Successful = D, F, Other = withdrawal, incomplete Source:
Colleague

Observations:

. The success and withéfawatratesaye not changed significantly over the past three years.
80% -

70%41]
60% 41|
50%41
40% 41|
30%4]
20% 41
10% 4

0%+

O 2000-01
W 2001-02
16.3% 16.0% 16.5% @ 2002-03

893% o2w op%

Success Mot Successful Other
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Student Success

Z% : China-Europe Public Administration Project Il ( CEPAII)

To deliver support programs to help students achieve their goals [goal]

Indicator:

Students use college services.
Measure:

Percentage of students that report using college support services. Source: ACT student opinion survey

Observations:

Use of some services has increased in the last two years.

Academic advising / course planning services

Library / learning resource center facilities and services
Financial aid services

College orientation program

Vocational guidance / career planning
College-sponsored tutorial services

Personal counseling services

Job placement services

Student employment services

m1992 O2002 O 2004

B0%
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Teachers Assessment, Students Assessment and

Institutional Assessment of Education
measurement + indicators are different categories

as the following example shows.

Classroom
Observation Score

v Teachers observed multiple
times cach year by members of

the TAP Loeadarship Taam using
TAP Rubrics.

All eobservations Followssd

by a post-conferamnce meacsting,
arnd anmnounced obsaervations
precedaed by a pre-oconferaenos.

Teachears also hawe thae
opportunity to rate their
e parformance.
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Teachers Assessment, Students Assessment and

Institutional Assessment of Education
measurement + indcators are different categories
as the following example shows.

Classroom Student
SGrowth Measwures

= Shudents take skabte shkamndardizeso
anmsss rmeaents in tested gracdes
aredd =ubject areas o craeatas
achieverment scores.

Sccbheols reacesives aee i rreerk
scores From the state amnd =samd
theaem o am owt=sicds wancador, o
w=c the district's meaet hod For
calcw latimg studcdaent groseswk b, amac
theaemn transform thhese scores into
-5 =l

Teacheasrs - reakbe shudeaent laearmimng
objective assossments Ffor gradaes
arnd subject arcas withowt
stanmndardirzed assessrmeaamb=s.
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Teachers Assessment, Students Assessment and
Institutional Assessment of Education
measurement + indcators are different categories
as the following example shows.
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Institutional Assessment Human
Resources Department

In Germany the following dimensions of HRM are
measured with Indicators:

Qualified, motivated, flexible Personnel
 Training of staff/leader
* % of Personnel Costs
« Number of days for staff/leaders
% of staff/leaders participation
* % of internal staff fluctuation
« Age structure
« Staff Survey of job satisfation

Attractivity of the working place

% of turnover to other organisations

% of internal mobility dring the first year

% of applicants in comparison with open positions
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Institutional Assessment Human
Resources Department

In Germany the following dimensions of HRM are
measured with Indicators:

Optimisation of Personnel Costs

« Costs of typical personnel administrative services
* % of staff beeing ill

* % of deviation from budgeted personnel costs
 Actual staffing in comparison with planned staffing

Equal access

* % of women in leading positions for different levels
and branches

% of handicapped occupied
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Institutional Assessment of City
Administration — The model of
Bertelsmann

Cities should achieve the following targets:

« Cooperation with the cicil society and identification of the
citizens with the city

* Promotion of economic development and creation of jobs

« Promote social well being and cultural life

* Promote education and learning for the whol lifespan

« Guarantee sustainable environmental conditions
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2, Cooperation with the cicil society
7 EU-cHINA and identification of the citizens with
the city - Indicators

19 indicator covering identification with the city ( survey ),
membership and engagement in social and sport clubs,
political parties and movements ( survey ), identification with
the local political system ( survey, election data ), relations
with the neighbourhood ( Survey ), moving to and away from
the city ( official statistics ), index of life quality
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Promotion of economic
development and creation of jobs

25 indicators covering percentage of staff in different
sectors and locations ( official statistics ), unemployment
rate and duration ( labour statistics ), New economy (
statistics ), evaluation of attractiveness for companies (
survey ) purchasing power ( statistics ), local tax income (
statistics ), number of tourists staying overnight ( statistics)
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Promote social well being and
cultural life

25 indicators covering satisfation with local administrative
services ( survey ), housing conditions ( statistics, survey ),
state social help for different target groups ( statistics ),
criminality ( statistics ), satisfation with cultural offers (
survey ), care for elders ( statistics ) mortility rate based on
different type of diseases
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Promote education and learning for
the whol lifespan

14 indicators covering percentage of sucessful students in
the different branches of education ( statistics separately for
Germans and students with migration background ),
Satisfaction with education and training offers ( Survey )
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X, Guarantee sustainable environmental
7 EU-CHINA conditions

6 indicators covering satisfaction with environmental
conditions ( survey ), water consumption and quality, land
usage for different purposes ( statistics ). In a more recent
version the number of indicators has been increased to 26.
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Thank you for your attention and for your
patience in listening to/ reading my
preentation
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