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USING POLL EVERYWHERE 

Use a smart phone, 

tablet, or laptop 

Visit pollev.com/csaari 

OR 

Text the word CSAARI 

to the “phone number” 

37607 

Once you have joined 

the session, send your 

responses via text 

message!  







WHAT IS PERFORMANCE 
MANAGEMENT?  





SIMPLY PUT… 

• Performance management is: 

• Collecting data that describes how well (or poorly) you are doing something. 

• Comparing that information to established benchmarks, targets, or standards. 

• Using the comparison to identify when performance is not meeting expectations. 

• And taking systematic action to make improvements. 



Systematic  

Organizational  

Programmatic 

Individual 

PERFORMANCE MANAGEMENT: 
MICRO TO MACRO  

• Performance management principles can be 

applied in a number of different ways to a 

number of different situations. 

• Performance appraisals. 

• Incentive programs. 

• Disciplinary actions. 

• Program audits. 

• Program evaluations. 

• Performance measurement. 

• Agency audits. 

• Site visits by funders. 

• Performance measurement. 

• Health outcomes. 

• Health equity/inequity. 

• Collaboration/Partnerships. 



PERFORMANCE MANAGEMENT IN 
PUBLIC HEALTH 

• “A systematic process by which an organization involves its employees in 

improving the effectiveness of the organization and achieving the organization’s 

mission and strategic goals.” 

• Performance management can enable health departments to be more: 

• Efficient. 

• Effective. 

• Transparent. 

• Accountable.  

http://www.phf.org/focusareas/performancemanagement/toolkit/Pages/PM_Toolkit_About_the_Performance_Management_Framework.aspx 



WHY PERFORMANCE 
MANAGEMENT NOW? 



ACCOUNTABILITY 

 



ACCOUNTABILITY 

• Ensures that public officials are “answerable for their actions…” 

• How do we know goals are being met? 

• To whom is that information being communicated? 

• Performance management focuses on achieving standards. 

• It is hard to be held accountable to something if you don’t know to what you are being held 
accountable.   

• It is also difficult to know whether you are meeting standards if you aren’t collecting 
performance data.  

• Establishing a performance management system helps quantify and measure 
organizational performance. 

http://patimes.org/performance-management-drive-transparency-accountability-public-administration/ 



TRANSPARENCY 

• Ability to demonstrate program and service 

outcomes to staff, funders and constituents.  

• Sharing performance data for programs and services 

demonstrates agency strengths and areas for 

improvement. 

• As public agencies, transparency in the work we do 

and how we are using resources is important to 

stakeholders.  

https://www.clearpointstrategy.com/strategic-performance-management-transparency/ 



IMPROVED COMMUNICATION 

• Communicating performance data will 

inherently increase communication 

within the agency. 

• Better staff understanding of the 

organization’s goals and objectives. 

• Helps staff understand how they fit 

within the bigger picture of the 

organization. 

 

https://www.clearpointstrategy.com/strategic-performance-management-transparency/ 



BETTER PLANNING AND DECISIONS 



LEVERAGE FOR INVESTMENT 



MI STATE ACCREDITATION 

• MLPHAP Cycle 6: Revisions to QI 

Supplement include indicators 

pertaining to PM. 

 

 

https://accreditation.localhealth.net/wp-content/uploads/2014/11/LHD-Users-Guide-2016.pdf 



MI STATE ACCREDITATION 

• QI Supplement Indicators Assessing PM: 

• 1.1 Staff at all organizational levels are engaged in establishing and/or updating a 

performance management system. 

• 1.2 The agency has adopted a department-wide performance management system. 

• 1.3 The agency has implemented a performance management system. 

• 1.4 The agency systematically assesses customer satisfaction with agency services and 

makes improvements. 

• 1.5 The agency provides opportunities for staff involvement in the department’s 

performance management. 

 

https://accreditation.localhealth.net/wp-content/uploads/2014/11/LHD-Users-Guide-2016.pdf 



NATIONAL ACCREDITATION 

• Standards and Measures V1.5 

• Domain 9: Evaluate and continuously 

improve processes, programs and 

interventions. 

• Standard 9.1: Use a performance 

management system to monitor 

achievement of organizational 

objectives. 

http://www.phaboard.org/wp-content/uploads/PHABSM_WEB_LR1.pdf 



NATIONAL ACCREDITATION 

• Standard 9.1 Required Documentation: 

• 9.1.1 Staff at all organizational levels engaged in establishing and/or updating a 

performance management system. 

• 9.1.2 Performance management policy/system. 

• 9.1.3 Implemented performance management system. 

• 9.1.4 Implemented systematic process for assessing customer satisfaction with health 

department services. 

• 9.1.5 Opportunities provided to staff for involvement in the department’s 

performance management.  



IT IS PART OF OUR JOB AS PUBLIC 
HEALTH PROFESSIONALS 



COMMON PERFORMANCE 
MANAGEMENT MODELS/ 

FRAMEWORKS 



MODELS OF PERFORMANCE 
MANAGEMENT 

• There are several approaches to PM in public health. 

• Some are better suited for local public health and/or easier to implement than 

others. 

• We will talk briefly about 3 popular models/frameworks: 

• Turning Point. 

• Baldridge Performance Excellence Program. 

• Balanced Scorecard. 





TURNING POINT 

• Originally developed in 2002 as part of a larger 

effort led by the Public Health Foundation. 

• A “refresh” process by a multidisciplinary “think-

thank” updated the framework in 2012. 

• Most common model used in local public health 

because it was developed for public health. 

 



VISIBLE LEADERSHIP 

• Visible leadership is the commitment of senior 

management to a culture of quality that aligns 

performance management practices with the 

organization’s mission, regularly takes into 

account customer feedback, and enables 

transparency and performance between 

leadership and staff.  

http://www.phf.org/focusareas/performancemanagement/toolkit/Pages/Performance_Management_Toolkit.aspx 



PERFORMANCE STANDARDS 

• Performance standards are organizational or 

system standards, targets and goals that aim to 

improve public health practices.  

• May be set based on: 

• National, state, or scientific guidelines. 

• Benchmarking against similar organizations. 

• The public’s or leaders’ expectations. 

• Others.  

http://www.phf.org/focusareas/performancemanagement/toolkit/Pages/PM_Toolkit_Performance_Standards.aspx 



PERFORMANCE MEASUREMENT 

• Performance measurement is the 

development, application, and use of measures to 

assess achievement of performance standards.  

• Each organization needs to select the method of 

measurement that will work best in the context 

of their organization.  





QUALITY IMPROVEMENT 

• QI is the establishment of a program or process 

to manage change and achieve quality 

improvement in policies, programs, and/or 

infrastructure based on performance standards 

measures, and reports.  

http://www.phf.org/focusareas/performancemanagement/toolkit/Pages/PM_Toolkit_Quality_Improvement.aspx 



REPORTING PROGRESS 

• Reporting progress is the documentation and 

reporting of how standards and targets are met 

and the sharing of such information through 

appropriate feedback channels.  

• For maximum effectiveness, reporting should 

include trends over time. 

• It is most appropriate to report about progress 

that will resonate with the audience to which you 

are reporting.  

http://www.phf.org/focusareas/performancemanagement/toolkit/Pages/PM_Toolkit_Reporting_Progress.aspx 



BALDRIDGE PERFORMANCE 
EXCELLENCE PROGRAM   

• Baldridge provides a framework to improve organization performance and get 

sustainable results.  

• The performance system consists of 7 categories of embedded beliefs found in 

high-performing organizations.  

• Leadership. 

• Strategy. 

• Customers. 

• Measurement, analysis, and knowledge management. 

• Workforce. 

• Operations. 

• Results.  

 



BALDRIDGE PERFORMANCE 
EXCELLENCE PROGRAM 

https://www.nist.gov/baldrige/baldrige-criteria-commentary 

 



BALANCED SCORECARD 

• The balanced scorecard is a strategic planning 
and management system. 

• Used extensively in business and industry, 
government, and nonprofit organizations 
worldwide. 

• Aims to: 

• Align business activities to the vision and strategy.  

• Improve internal and external communications.  

• Monitor organization performance against 
strategic goals. 

http://balancedscorecard.org/Resources/About-the-Balanced-Scorecard 





EVOLUTION OF PERFORMANCE 
MANAGEMENT 

Kent County Health Department’s Journey 





County 
Performance 

Measures 

Performance 
Management System  

1.0 

Performance 
Management System  

2.0 



STARTING POINT 

• Pre-PHAB, Kent County had a set of established performance measures. 

• These measures continue to be reported annually to the Board of 

Commissioners. 

• They span across all four KCHD Divisions. 

 

County 
Performance 

Measures 

https://www.accesskent.com/Departments/CountyAdministrator/Performance/Health_Department.pdf 







PHAB-READY 

• County performance measures process was insufficient. for PHAB process.  

• It was a one-time report, conducted annually. 

• Not all programs/services were evaluated or included. 

• Output vs outcome measures. 

• Data from the system was not used to identify areas for quality improvement. 

 

Performance 
Management System  

1.0 



PHAB-READY 

• A new system was developed and implemented in 2013. 

• It underwent revisions and improvements in 2015-2016.  

• The PM System evaluates progress on strategic plan implementation.  

Performance 
Management System  

1.0 

Staff Lead 
Identified 

Quarterly 
Reports 

Submitted 

Quarterly 
Reports 

Aggregated 

PM Council 
Review 

QI Efforts, 
As Needed 















SAMPLE SUMMARY DATA  



NEXT STEP 

• Establishing meaningful performance measures for all KCHD programs and 

services. 

• Modeling process after Lake County Health Department in Illinois. 

• Began with Leadership Buy-In Meeting in June. 

• Since then, meetings with Divisions and programs. 

• Review process. 

• Begin measure development. 

 

 

Performance 
Management System  

2.0 











LESSONS-LEARNED 



ITS ABOUT THE JOURNEY…  

• There is not a one-size fits all PM 

System. 

• You have to create a system that 

works for your organization right 

now. 

• You probably won’t get it “right” 

the first time and that’s okay. 

 



QUESTIONS?  

Chelsey Saari, MPH 

Kent County Health Department 

Chelsey.Saari@kentcountymi.gov 

(616) 632-7268 

mailto:Chelsey.Saari@kentcountymi.gov

