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2. Measuring performance

What this standard covers 
Every LMA needs to know if it is achieving what it planned to achieve. The standard for measuring performance enables the LMA to do this by addressing these questions:

· What are you aiming to achieve? (aims and objectives)  

· What information tells you if you have achieved it? (performance measures) 

· What has your work produced? (outputs) 

·  What is the positive impact and outcomes of your work, especially for service users?  

Meeting this standard means doing two things:

1. having mechanisms and methods in place for collecting information about performance, for example service user satisfaction surveys

2. identifying and collecting information that can be used to review and evaluate changes and improvements in the knowledge, skills and quality of life experiences of people who use LMA services. 

The information could range from testimonials and case histories through to performance figures and statistics. The aim is to collect the same type of information for long enough to be able to recognise and understand changes and developments.

Note: Processes for measuring performance are an essential part of planning and policy development, for which there is a separate standard.

1. The standard for measuring performance

The LMA systematically collects and analyses performance information on everything it does and achieves. It uses that information to identify strengths, make improvements and plan changes that benefit the people who use LMA services

Level 1 (minimum requirements)

Examples of evidence that show the LMA is meeting the standard
Not met
Part met
Fully met
Evidence from LMA and any further comments or areas for action

2.1.1 Key people within the LMA understand the importance of monitoring and evaluation.


· named people with responsibility for monitoring and evaluation

· Key staff who are able to explain how monitoring and evaluation is used within the LMA
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2.1.2 The LMA identifies measures of success and collects information on these.


· documented outcome measures

· documented monitoring processes (eg data on number of people attending a service) 

· self assessment records of strengths and areas for improvement
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2.1.3 The LMA collects systematic feedback from its service users about their experiences of services, as well as information from workers, trustees and other stakeholders.

· feedback forms, minutes of consultation meetings that involve all stakeholders, documented user satisfaction forms, etc

· records of stakeholder involvement in self assessment
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2.1.4 Collection of feedback and other information on performance is part of everyday working practice.
· documentation showing ongoing collection of monitoring data since meeting Mind standards or over the last three years, whichever is longer
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2.1.5 The LMA has a clear and concise policy and procedure for dealing with comments and complaints from service users and other stakeholders; comments and complaints are dealt with promptly.
· written and dated complaints policy

· examples of comments and complaints and how they were dealt with

· suggestion boxes
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Level 1 – The standard for measuring performance (continued)
Examples of evidence that show the LMA is meeting the standard
Not met
Part met
Fully met
Evidence from LMA and any further comments or areas for action

2.1.6 Service users and other stakeholders receive regular information on the way feedback has been used to make improvements to the LMA.


· minutes of meetings/newsletters /reports giving updates from stakeholder feedback with actions planned

· consultation reports with recommendations
 FORMCHECKBOX 

 FORMCHECKBOX 

 FORMCHECKBOX 

Type here

Level 2 – The standard for measuring performance
Examples of evidence that show the LMA is meeting the standard
Not met
Part met
Fully met
Evidence from LMA and any further comments or areas for action

2.2.1 The LMA identifies and evidences key processes that make it operate successfully.



· written policies and procedures as required by QMiM

· standing agenda items and reports to trustees and senior management

· annual report
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2.2.2 The LMA regularly evaluates the effectiveness of these processes.
· documented procedure and policy reviews
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2.2.3 Changes and developments following every review are monitored for effectiveness.





· cost-benefit analysis of changes and new developments

· review action plans include monitoring and evaluation process

· minutes of progress meetings, steering groups, etc that show monitoring of developments
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2.2.4 Service users, trustees, workers and other stakeholders share evaluation findings to help support change and improvement.
· recorded involvement of stakeholders in steering groups, audits, reviews
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Level 3 – The standard for measuring performance
Examples of evidence that show the LMA is meeting the standard
Not met
Part met
Fully met
Evidence from LMA and any further comments or areas for action

2.3.1 Performance information is used for organisational and strategic development.


· records showing how performance information has been used in business plans, year plans and strategic plans
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2.3.2 Performance information has been systematically collected over more than one year and shows trends.


· documentation showing ongoing collection of monitoring data over a period of more than one year

· annual trend reports
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2.3.3 The effectiveness of the performance measuring system is reviewed annually.
· notes from annual review of performance management system
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Extra evidence/comments/areas of special interest
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