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The importance

of good
performance

Why performance matters

The simple reason for implementing PMS is that the complexity of
the measurement and reporting necessary for both internal business
planning and external regulatory oversight is now beyond the realistic
scope of non-dedicated applications, such as Excel, generic business
reporting applications or housing management systems.

Talking about her decision to implement a PMS, Janet Daniels,
assistant director of corporate services at Knowsley Housing

Trust, which uses Covalent's PMS, said, “The main reason was fo
raticnalise performance management systems prior To an inspection
in January 2007, Managers found it difficult to know what they
needed to concentrate on as action plans and Pls were in many
places — as well as paper-based systems, we also had three different
systems for performance, risks and action plans.”

“Key to successful implementation is to ensure all
staff understand the benefits of PMS for themselves,
their customers, and the organisation™

5. Nicky Hawkins, operations director, Clearview Systems
Joanne Gardner, performance management officer for Qxford City
Homes, which uses Rocket Software’s CorVu system, added, “We
installed our PMS in 2006 to provide a robust system with a single
reference source for data with capabilities to drive the reporting and
reviewing processes which support service improvement.”

Looking at a more widespread implementation covering most of
Wales rather than a single organisation, Jason Cooper, responsible for
local government strategy and performance at the Welsh Azsembly
Government, which uses SunGard's Aspireview, added, “Welsh local
authorities wantad a system to support the collaborative approach

1o service improvement that is being pursusd by the Welsh Assembly
Government. The resulting system was implemented at 22 lacal
authorities in Wales, the three national park authorities, the three fire
and rescue services and the Welsh Assembly Government.”

Who needs PME?

Given that almost all housing associations and ESLs have similar
strategic goals, such as improving customer service or reducing
voids, and they are all inspectad and regulated in much the same
way, PMS is applicable to all housing providers, with the possible
exception of the very smallest organisations managing fewer

than 100 properties.

The variations between housing providers’ requirements for FMS
15 more commonly at a cultural level or to do with future growth
plans. Andy Steeds, CorViu business development manager for
Rocket Software, explained, “A bigger difference in reguirements,
from an implementation point of view, is governed by the level of
performance culiure that already exisis within an crganisation, but
interestingly this is rarely related to an organisation’s size.”

Richard Stoneman, marketing manager for Covalent Softwars,
added, “While larger housing providers will be dealing with greater
complexity, with an increase in the number of performance

Performance management software (PMS) has been rising

up the agenda for most housing organisations for the past few
years, parficularly as regulators are now faking a closer inferest
in how housing organisations measure, monitor and report their
corporate performance across an ever-wider set of criteria. So,
why do housing organisations need PMS, what are the short-
and long-term benefits, how should they use it, and how can
PMS help both their corporate performance and their regulatory
behaviour? Housing Technology asked a sefection of software
suppliers and housing associations for their views. ..

-

indicators, action plans and complaints, a strong performance
culture is as applicable to a small provider as it is to a large group
with 20,000 properties.”

Market consolidation, stock transfers and mergers mean that
progressive and proactive housing providers need to consider both
their present requirements for PMS, but also how the system and
their processes will cope with significant increases in properiies,
tenants and staff. Ray Fielding, CECQ of SunGard Public Sector
Aspiren, said, "As consclidation in the market continues, more large
organisations with disparate and complex structures are forming,
creating an increased burden on their performance management
teams to report and manage both regulatory, operational and
strategic Pls. With size comes maore staff, tenants, partners,
contractors, locations, projects and regulatory Pls.”

The spreadsheet alternative?

The commeonly-used alternative to a dedicated PMS is the Excel
spreadsheet and, occasionally, Microsoft Project. While Exce

IS possibly a viable alternative for the very smallest housing
organisations due to familiarity, little extra cost and their relatively
Simple requirements, all of our contributors agreed that Excel isn't
feasible for any larger organisation.

Spreadsheets are difficult to manage, require more manual

administration (and are consequently prone to error), and version
control is hard to enforce. Furthermore, spreadsheets are simply
not designed to support the workflow necessary for performance
management and, with the inevitable multiplicity of different
spreadsheet files, it is almost impossible to get a coherent view of
performance across the organisation as data ne to be constantly
imported and exported between multiple spreadsheets.

Immediate benefits

The over-riding, immediate benefit of PMS is having all performance
measureamenis in one place and to make reporting much sasier.
Micky Hawkins, operations director for Clearview Systems, said,
“The short-term benefits include greatly increased visibility and
availability of performance information, in one coordinated and
linked system. The asscciated increase in self-awareness enables the
management to focus on the areas reguiring immediate attention.”

Jacguie Yaxley, business applications manager for Freebridge
Community Housing, added, “The immediate benefit was to show
all our KPIs in one place, accessible to all staff in all arsas of

the business. We decided not to make a ‘cottage industry’ out of
perfarmance management, rather to integrate it within the day to
day management of the business.”

Conseguently, once performance data is managed within a single
system and managed in a consistent way across the arganisation,
managers are then able to gain an holistic view. Keith Tallintire,
director of finance and corporate services for Derwentside Homes,
which uses various modules of Clearview's PMS, explained, “One
of the immediate bensafits was an increased awareness of the
organisation’s goals and objectives. At the end of 2008 we ran an






