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Performance Measurement for 
Strategic Decision Making

“However beautiful the strategy, 
you should occasionally look at 
the results.” 

Winston Churchill

Organizational Performance Measurement
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Agenda
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I. Performance 

II. Performance as production 

III. Performance information roles 

IV. Performance management as a strategic management tool 

V. KPIs and data management

VI. WCO Performance Measurement Mechanism  (PMM) 

VII. Progressing in performance measurement
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Performance
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Two leading perspectives

Performance as public value
the capacity of the organization to address socioeconomic 
issues of the context and produce an impact on the 
socioeconomic environment

Performance as production
the ability of an organization to turn resources into outputs and 
outcomes

Organizational Performance Measurement
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Performance as production 
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Input Activity Output Outcome

What 

resources 

are used?

What is 

done?
What is 

delivered?

What is the 

anticipated 

change? 

Inputs Activities Outputs
Immediate 
Outcome

Intermediate 
Outcome

Ultimate 
Outcome

Measuring Efficiency Measuring Effectiveness

The performance value chain in the production logic
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Activities

Feasibility 
Studies 

conducted at the 
borders to 

identify 
bottlenecks 

Review of SOPs 
to reduce 
number of 

agencies and 
support ‘one-

stop-shop’

Revision and 
amendment of 
legislation to 
support ‘one-

stop-shop’ 
control

Outputs
New legislation 

and SoPs

“one-stop-shop” 
principle applied 

to optimize 
control 

procedures 

Immediate Outcome

responsive and 
accelerated 

procedures at 
the border

Increased 
compliance

Intermediate 
Outcome

Trade increased 
at the border

Ultimate Outcome
Economic and 

revenue benefits

Elements of performance value chain – example 
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Performance information roles
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Performance information roles
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GIVING

ACCOUNT

STEERING & CONTROL LEARNING

Rationale Communicating, 

explaining & 

justifying 

performance

Influencing and shaping 

activities

Improving policy, 

capacities and/or 

actions

Focus External Internal Internal

Orientation Past Present Future

Examples of 

tools

Annual reports, 

citizens’ charters, 

performance 

appraisals 

Performance agreements, 

performance budgeting, 

performance-related pay 

Benchmarking, 

knowledge 

management

Source: Van Dooren et al (2015) 
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Performance management as a 

strategic management tool
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Performance management as a strategic management tool
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Strategy and performance measurement  models
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Integrated frameworks:
• Balanced Scorecard 

• Performance Prism 

• Performance Pyramid

• CAF

• ISO 9000

• Etc.
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KPIs and Data Management 
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To focus on the critical areas in achieving desired outcomes 

15

S

M

A

R

T

Specific- what exactly is an indicator of success? 

Measurable - can you track your KPIs?

Achievable - are KPIs realistic?

Relevant – do your KPIs reflect the overall goal?

Time-bound – when should KPIs be met?

Objectives

Organizational Performance Measurement
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How good should the KPIs be?
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• To be used for policy making
• Relevant

• Useful for policy making

• Timely

• Balanced

• Coherent

• Attributable

• Disaggregated

• Accurate and reliable

• To be feasible
• Cost-effective

• Clear
Organizational Performance Measurement
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What matters

for our internal/external 

stakeholders?

How do we want to be 

perceived?

Value 
drivers

Objectives

KPI 
selection

Workshops

• Collective intelligence 

• Learning

• Buy-in

Sources

Benchmar
king

Standards

Complianc
e 

Data

Manageme
nt

Organizational Performance Measurement
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What type of KPIs?
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Do things right!

Do the right things!

Glossary of terms

Organizational Performance Measurement
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 valid and reliable data

 baseline data 
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Primary data 

KPIs derived from

Data Management 

Source of 
data 

Data 
Collection 

Method

Frequency 
of data 

collection

Data 
Validation
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WCO Performance Measurement 

Mechanism  (PMM)
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WCO Performance Measurement 
Mechanism  PMM
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Working Group on Performance Measurement 
(WGPM) established 

The WGPM to develop a WCO Performance 
Measurement Mechanism (PMM) for comprehensive 
performance measurement covering all Customs 
competencies

PMM to be recognized as the leading standard for 
performance measurement in Customs  

Organizational Performance Measurement
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PMM accomplished Milestones
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Goal,  overall objective and specific objectives of 
the PMM

Common understanding on the list of related 
expected outcomes under four dimensions of 
Customs performance (Trade Facilitation and 
Economic Competitiveness; Revenue Collection; 
Enforcement, Security and Protection of Society; and 
Organizational Development) 

KPIs scope and criteria/KPI Template

two-year cycle of voluntary self-assessment followed 
by a peer review stage, at Members’ request

Pilot and KPI development

Organizational Performance Measurement
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PMM Milestones to be accomplished
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PMM Data Collection Platform

KPI development

Release of PMM V.1
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Progressing in performance 

measurement
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No Demand Demand

No Supply A B

Supply C D

Progressing in performance measurement

Van Dooren Wouter, Bouckaert Geert (2002)
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Why PM is vital
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What gets measured gets done

If you don’t measure results, you can’t tell 

success from failure

If you can’t see success, you are probably 

rewarding failure

If you can’t recognize failure, you can’t correct it

If you can demonstrate results, you can win 

public support (including donors)

Organizational Performance Measurement
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Thank You 
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