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In 2004 Tunbridge Wells Borough Council received a rating of ‘weak’ for their Comprehensive Perfformance Assessment
(CPA) by the Audit Commission. Since that time they have developed an effective perfformance management
framework in order to drive continuous improvement across the council.

As part of their improvement process the council purchased Covalent’s corporate perfformance management tool, later
upgrading to a site licence in order to maximise the benefits of the software and improve their overall perfformance
culture.

They volunteered for a CPA reassessment in 2008 and were recategorised as an ‘excellent’ council, having made - in
the words of the Audit Commission - ‘exceptional progress’ since their previous inspection.

‘Before purchasing Covalent, Tunbridge Wells Borough Council didn’t have an effective performance management
system at all. We were rated as ‘weak’ in our 2004 CPA inspection, and were heavily criticised for our lack of effective
performance management. We decided that we needed a tool which would bring together performance
management procedures at a corporate level across the organisation. We wanted a system with development
capabilities, that was easy to use for both complex and basic performance management, and with a comprehensive
reporting function. We considered four alternative CPM software products and involved potential users within the
decision making process. Covalent was the clear choice for us.’

Raymond Warren, Head of Community and Corporate Planning, Tunbridge Wells Borough Council

Training and rollout

After an effective training programme carried out by
Covalent staff, the software was rolled out across the
council. Performance & Improvement Officer, Jo Williams
provides tailored fraining sessions for staff and members
either on a one-to-one basis or in groups. She also runs

CovALENnT

PERFORMANCE MANAGEMENT SOFTWARE

regular workshops to coincide with the launch of each new P:;rporate

version of the software to ensure users are kept up to date Mana Oormance | _ SELF-PACED LEARNING

with the latest product enhancements. This is further gszent (CPM) ‘ DEVELOPMENT WORKBOOK
ware

enhanced by Tunbridge Wells’ users accessing Covalent
through the council’s intranet.

ity

{2 Tunbridge Wells Intranet - Windows Internet Eplorer provided by Tunbridge Wells Borough Council
G‘Z:: - W 202/pages{C hir =4 |] % | faooge

Ele Edt Vew Favortes Tools el

S (2] Tunbridge wiels Intranet | | 2~ B - = - i page - (G Teols vl

Tunbridge \,

Wells Bomsh
Coundil

welcome to the intranet

Major Emergency
Plan

—
www unbricoenells VKR = o lent
- m

Horme Managing Change
COVALEMNT g Ehang

Agendas & Minutes L Maps for e-mailing

Meeting Rooms

CENTEET CEEIEES Covalent tracks progress and status with Performance Indicators (Pls), Actions and Risks, o
iary

Database

and allows you to look at groups of each of these elements from multiple perspectives
Accessing the system online
SEMVISES G oyalent Performance Management (CPM) manages: PN ng ys
AL RS STIeHE (A | merformance Tcators the messure how 51e orgamisation s doig on defined operations! || MIAMGEE .
o | o Lo end Sty ? ¢ ? o the Wite Linae A web page dedicated to performance management
Goueinance | |7k facma the o carisot o, bt Srateg and speratons S provides links to the council’s Covalent site, online help

Scrutiny

Corporate Team
Briefings

and fraining lessons, as well as a Jargon Buster, Data
Quality Performance Checklist, Methodology Statement

Actions that are being taken to either improve performance resuits or minimise/mitigate
identified risks

Parish Charter

Corporats Team Pay & Benefits
Briefings Feedback s jiq, e Covalent logo above to access the Tunbridge Wells Borou ouncil site, .
— [N S petormance and other areas important to users. Performance &
Aum‘;ua‘ — Publications Scheme Improvement Officer, Jo Williams said that this works
Councillors Procurement . .
Dato Quality Performance checkist very well, especially as it allows users remote access to

Covalent Methodology Statement Project =

[T [ R Cocalintranet ®i0% ~ These areaos.

The simple way to.manageicorporate performance



COVAL.&EMT

TRANSFORMING PERFORMANCE

P
fambricge ™\ CLIENT CASE STUDY

Wells Boro ugh

Ownership and permissions

‘The option to assign ownership to items and individualise permissions for each user on the system is extremely
useful. It means that the view that each individual has when they log into Covalent is appropriate and relevant for
them to do their job, without getting bogged down with all the data on the system. For example, members are
given read-only access to Covalent, and can view just what they need - the home page and reports. By
effectively managing permissions across all users, we find that it is an ideal way to keep sensitive information

confidential, wherever it may be needed.’
Jo Williams, Performance & Improvement Officer, Tunbridge Wells Borough Council
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Customer support

‘Having a dedicated Covalent Account Manager is fantastic. When [ joined the council | was new to performance
management as well as being new to Covalent. | have a great working relationship with our Account Manager,
and she really helped me to understand both the system and performance management as a concept. She has a
great knowledge of the authority and ideas on how the soffware could be used by the council. It was my job fo roll
out Covalent across the organisation and thanks to our Account Manager and the Covalent Helpdesk | have
always felt supported in my role. [ think it is crucial for software companies to have a helpdesk like Covalent has.

They are always friendly and willing to help.’

Jo Williams, Tunbridge Wells Borough Council
T

Covalent Community

Regional and sector-specific user groups are one of the mechanisms Covalent provides so that customers can share
experiences, exchange best practice, make enhancements suggestions, explore new ideas, network and so on.
Tunbridge Wells are keen advocates of these meetings and enjoy being an active part of the Covalent Community.

‘We find Covalent User Groups really helpful. We get so much from them, including innovative ways to use
Covalent. We find it useful to see other Covalent customers demonstrate live on their Covalent site how they are
tackling the performance challenges that are relevant to us all. It is also a great way to build new relationships with

and encourage like-minded people.’
Raymond Warren, Tunbridge Wells Borough Council
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Using Covalent across
the organisation

Tunbridge Wells Borough Council now has a strong
performance management framework in place. The
authority uses Covalent fo manage corporate priorities,
service plans and team targets, creating clear and
visible links between individual actions, Pls and risks to
ensure an holistic approach to their corporate
improvement.

Up-to-date summary information is provided in the form
of graphs, frend charts, gauges and traffic-lighted status
based on deadlines setf. This is regularly reviewed online
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IP_PR_2.6 Providing more evidence of the work to deliver... 0 Completed 100%:

IP_PR_2.7 Progress the delivery of the Engagement Stra... [, Check Progress ] 33%

by service managers and senior managers. Periodic
reports — showing key high-level data — are quickly and
simply generated through Covalent for the council’s
overview and scrutiny committees, allowing the clear
targeting of areas of underperformance and areas of & rd b i

particularly high risk.
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‘The software is particularly useful for
recording and reporting on our
strategic risk register. Our members
really like the risk reports we
produce through Covalent, and we
are able to show complex risks in a
simple visual format, with risk
matrices, direction of travel, current
traffic-light status, ownership and
review information, and notes.

‘We are now planning to implement
risk management at operational
level on Covalent right across the
authority. As we have monitored
risks for over a year at a strategic
level, users know how easy it is to
add data and link relevant actions,
Pls and documentation to individual
risks within Covalent, so we are
confident that this process will run
smoothly.’

Raymond Warren, Tunbridge Wells
Borough Council
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Access for auditors Innovation

The council will soon start using
Covalent innovatively to monitor
their community grants
programme for local

Raymond Warren, Tunbridge Wells Borough Council organisations, reporting
periodically on grant allocations
and how effectively grants have
been used by recipients.

‘During our CPA inspection, we carried out a demonstration of our Covalent site to a
performance specialist from the CPA team. He was very impressed with the software
and how we had used it to meet our performance management needs.’

At their next inspection by the Audit Commission — the new Comprehensive Area
Assessment (CAA) — Tunbridge Wells will give auditors a log-in to their Covalent site so that
they see the data first-hand. This has been used by other Covalent customers very
effectively.

The product enhancement process

Covalent are committed fo continually developing and enhancing their software in line
with customer suggestions and ideas for improvement. A new version of Covalent is
released every quarter with additional features, usability enhancements, performance
improvements and at least one new module a year.

- Version 9.0
Release Notes

‘We continue to be impressed by the way in which Covalent empowers its
customers to make enhancement requests. There is a clear, simple process in place
for making improvement suggestions and substantial product changes can be
easily traced back to customer requests. Covalent informs its customers in advance
about planned software developments so we know exactly what to expect. The
functionality is really impressive. Covalent does what it says it will do, and that's a
rare thing.’

Raymond Warren, Tunbridge Wells Borough Council

Plans for the future

‘Covalent has become very much embedded in the council’s performance management processes, to the point where
departments are now approaching me to say that they want to use Covalent to monitor a particular aspect of
performance and asking for advice on how to do so.

‘Across the authority, staff can see the potential within Covalent and we are beginning to use the system to even greater
effect. Our Overview and Scrutiny function is now using Covalent to monitor recommendations from their meetings, and
Heads of Service would like to start using the software to record information from appraisals. We are now using
automated report dossiers, which saves time pulling our Covalent reports together manually each time. We are also
looking to use the Strategy Maps module, which will allow us to summarise performance status visually on one page in
dashboard format for management meetings.

‘We are also starting to look at partnership working using Covalent. The plan for the future is to have all of our partners
logging info Covalent and recording all of their performance data, from which we can then produce regular partnership
reports.’

Jo Williams, Tunbridge Wells Borough Council
T —

‘From the outset, what has really impressed me is how flexible and adaptable Covalent is in helping us to achieve required
outcomes. It works well at every level, from day-to-day data updates to management reviews. We now have a system in
place that allows our senior officers to carry out a top-level review from Covalent biannually, whilst the hands-on
management is taken care of consistently at operational level. It suits the needs of everyone.’

Raymond Warren, Tunbridge Wells Borough Council
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