
 

 

Making Performance Measurement Perform for You 
 

Introduction 
Performance measurement and evaluation used to 
drive up my blood pressure.  

I remember my frustration as a communications 
manager when our departmental IM/IT group 
embraced performance measurement in the 1990s. 
After every request for support to solve an e mail or 
internet problem we would receive a questionnaire, 
asking us about the service received. 

It was irritating.  The IM/IT shop was already very 
good at responding to service requests, and nobody 
had any complaints in the first place about how they 
responded. 

Low and behold, every month they could produce 
some gaudy statistical reports on client satisfaction 
and on-time performance for this specific, very 
measurable service. 

What we Really Cared About 
Problem was, that wasn’t where their performance 
problems or where our priority requirements were at. 

What we really cared about was the lack of band 
width to allow us to use streaming video to support 
our announcements, or IM/IT’s inability to understand 
that ministerial announcements had to be posted on a 
priority basis, sometimes bumping back some less 
important posting work.  Those subjects never came 
up in their performance measurement reports. 

Just measuring what is easy to measure, measuring 
what you are already good at, and irritating your 
clients with burdensome reporting are only a few of 
the mistakes we all see in badly thought out 
measurement programs. 

 

Embrace Performance Measurement 
But all the irritants and bad examples aside, we have 
no choice but to embrace performance measurement 
and evaluation in modern government 
communications. And we have to get good at it.   

There are some very simple reasons why: 

 change is now a constant.  If you don’t figure out 
what to improve, somebody else will do it for you 
(or to you), 

 financial reviews are here to stay.  If you can’t 
show value or quality in what you do, you will 
continue to face the chopping block, 

 performance measurement, done well, earns you 
client allegiance and can earn employee buy-in as 
well, and 

 in time, performance measurement will build your 
credentials as a professional organization and 
improve your results. 

Effective Performance Measurement 
At Harley House Consultants we believe effective 
performance measurement is possible if you follow 
some simple development rules: 

 Start with a clear and honest understanding of the 
value of your services to the range of clients you 
serve; 

 Take a comprehensive look at all the issues and 
challenges that your organization faces; 

 Then consider the full range of data collection 
tools at your disposal and use the ones that will 
give you “actionable data” on the important 
strengths and weaknesses of your current 
operations. 
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2. Making Performance Measurement Perform for You 
 

Don’t just settle for data on on-time performance of 
repeated services.  Get to the heart of the value of 
your work and search out ways to improve 
effectiveness and lead future change through 
performance measurement. 

Continuing the Dialogue 
Interested in continuing the dialogue?  Let us know.  
Working to make performance measurement perform 
for you is our top priority at Harley House Consultants 
and we are eager to help you move forward. 

To share your views and ideas, please contact: 

- Dale Harley at 613-882-5684, or email 
dale@harleyhouse.com or 
 

- Phil Hurcomb at 613-983-4376, or email 
phil@harleyhouse.com  

 

 
 

Phil Hurcomb is a Senior 
Consulting Associate with Harley 
House Consultants Inc. 
 
Prior to joining Harley House Phil 
held the position of Assistant 
Secretary for Strategic 
Communications and Ministerial 
Affairs at the Treasury Board 
Secretariat.   
 
 

            
   For more information on how Harley House  
   Consultants Inc. can assist you in: 
 

 Managing internal and external relationships with 
key stakeholder groups; and  

 Improving the effectiveness of your organization’s 
communications and  consultation programs,  

   
 Please contact: 

 Dale Harley at 613-882-5684, or email 
dale@harleyhouse.com 

 Phil Hurcomb at 613-983-4376, or email 
phil@harleyhouse.com  

 
 

Successful Performance Measurement Checklist Yes No 

Do all partners agree on evaluation criteria?  □ □ 

Does the performance framework fit the program and resources of the organization? □ □ 

Do you care as much about improvement as proving success?  □ □ 

Are the performance measurement criteria and objectives developed together?  □ □ 

Are the communication staff  part of design and implementation?  □ □ 

Are you sure that you are not hung up on perfect data to prove your case? □ □ 

Do you understand that evaluation capability grows the more you use it?  (Benchmarks, data 
bases and comparable initiatives all add to long-term effectiveness) 

□ □ 

Do you realize that even small impacts on public attitudes or practices are difficult to achieve? □ □ 
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