TRANSFORMING PERFORMANCE

CLIENT CASE STUDY P

Tunbridge Wellsi Borough Council: Tunbridge
Wells Borough

Assessed as ani ‘excellent’ council P
by the Audit Commission —

In 2004 Tunbridge Wells Borough Council received a rating of
(CPA) by the Audit Commission. Since that time they have developed an effective performance management
framework in order to drive continuous improvement across the council.

As part of their i mprovement process the council purchased Co
upgrading to a site licence in order to maximise the benefits of the software and improve their overall performance

culture.

They volunteered for a CPA reassessment in 2008 and wer @&inr ec a
the words of the Audit Commission &6excepti onal progressd since their previous
60Before purchasing Covalent, Tunbridge Wells Borough Council di
system at al | . We were rated as O6weakd in our 2004 CPA inspect

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

deci sion making process. Coval ent was the clear choice for S .

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

Trainingandaralldut

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 training sessions for staff and members
either on a one -to-one basis or in groups. She also runs

PERFORMANCE MANAGEMENT SOFTWARE

regular workshops to coincide with the launch of each new PeC;l;Porate

version of the software to ensure users are kept up to date Man e | _SELF-PACED LEARNING
with the latest product enhancements. This is further agement (CPM) DEVELOPMENT WORKBOOK
enhanced by Tunbridge Well sd us Software ]

through the council s intranet

{2 Tunbridge Wells Intranet - Windows Internet Eplorer provided by Tunbridge Wells Borough Council
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Caut‘onawg:;;csti Covalent tracks progress and status with Performance Indicators (Pls), Actions and Risks, i) RERiiES
and allows you to look at groups of each of these elements from multiple perspectives IRy

e Acusssing the systemontine

Covalent Performance Management { CPM) manages:
9 (cPM) 9 Occupational Health

Comprehensive Arsa Provider
Assessmzzi:::;) :igzﬁgrgsa?csglgjd:fzgg(sa;gagttr:tzag#;e how the organisation is doing on defined operational o the Wite Linae A Web page dedlcated tO performance management
Governance | [Risks faong the organisation, both strategic and operational overvew and prov i des l i nks t o t he counci |l 0s
corporag:gﬁe”agn; Acons ERat are bang teken 0 @ner Improve performance results ar MM se/migate cerieh Charter and training lessons, as well as a Jargon Buster, Data
Corporate Team Pay & Benefits Quality Performance Checklist, Methodology Statement
Briefings Feedback (i the Covalent logo above to access the Tunbridge Wells Boraugh Coundil site g
PR YR | ide (6 be attachoc) Performanos and other areas important to users. Performance &
"“‘j‘w‘;“‘ Templates Fuplications Sefeme Improvement Officer, Jo Williams said that this works
Councillors Procurement . .
o Dats oty pertormance checit ronet g very well, especially as it allows users remote access to

[T T e [Fi0% these areas.
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Owneeshipand persissions

60The option to assign ownership to items and individualise pe
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 o 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. d

Jo Williams, Performance & Improvement Officer, Tunbridge Wells Borough Council

Custonserssppport

6Having a dedicated Covalent Account Manager is fantastic. W
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 software could be used by the council. It was my job to 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 al ways friendly and willing to help. o

Jo Williams, Tunbridge Wells Borough Council

Covalant Tommunity

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.

6We find Covalent User Groups really helpful. We get so
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 -mi nded peopl e. d

Raymond Warren, Tunbridge Wells Borough Council

www.covalentsoftware.com
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