
INTRODUCTION OF A CORPORATE PERFORMANCE REPORTING SYSTEM IN A HOUSING CHARITY-
A CASE STUDY

Abbeyfield Background
Abbeyfield is a housing charity which provides care and housing for older people. In early 2008 the new Chief
Executive was tasked with bringing together the corporate structure, developing the organisation’s strategy and
improving operational performance to stay ahead in a growing but competitive market.

Requirements
The regulatory focused performance reporting was holding back improvement in operational management and the
implementation of strategy. Large numbers of important but very detailed measures were being reported at the most
senior meetings which made it difficult to see the “wood for the trees” and keep customer focus at the forefront.

What was needed was a performance reporting structure which took necessary existing measures, introduced new
ones and combined these into a small set of very simple Key Performance Indicators. CoMetrica proposed a review of
the metrics needed by Abbeyfield and developed a hierarchy of performance indicators, key performance indicators
and a corporate balanced scorecard, viewable by business area.

Implementation
Over an 8 week period, focused meetings were held with each of Abbeyfield’s teams to understand their
operational needs and the burden of regulatory compliance information. The CoMetrica COM-QSCORE system
was then installed to allow the metrics to be stored in a flexible reporting structure.

The software allowed Abbeyfield’s Head of Business & Performance
Management, to create a hierarchy which included annual phased
plans. One of the key features of the system was that it allowed
disparate metrics to be combined into composite KPIs with a
standardised score which could be tracked over time and compared
by business area. Other features were that any detailed indicators
which were badly under-performing were not “averaged out” but
were prominently displayed at the highest level and that the routine
data collection was achieved by automatic emailing and receipt of
simple spreadsheets.

Results
The aim was to produce a new Balanced Scorecard report
appropriate for the board with more detailed regular management
reports. Presentations of the new structure were held and focus
moved to agreeing targets and developing strategic measures to
incorporate into the matrix.

Conclusion
The COM-QSCORE system introduced a disciplined system for
reporting while ensuring that important variations were not missed.
The ongoing benefits of the BSC for individual service areas and
Abbeyfield as a whole will be the ability to reflect the developing
corporate strategy in more local areas.

Challenges for Abbeyfield were having the confidence to develop their own performance measures which better
reflected their strategy rather than rely on those of the regulatory authorities and then to agree annual phased
comprehensive plans for all metrics. These two achievements, supported by CoMetrica and the COM-QSCORE
system will enable Abbeyfield to stay ahead of the field in Charity Housing.

Further information on the implementation can be obtained from Paul Allen, Chief Executive, Abbeyfield via
M.Woodyard@Abbeyfield.com and from Stuart Mathieson, Founding Director of CoMetrica at
Stuart.Mathieson@CoMetrica.co.uk
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IS YOUR INTERNAL PERFORMANCE REPORTING BEING DRIVEN BY
EXTERNAL REGULATORS AND THE CARE QUALITY COMMISSION?

Sometimes health and care organisations’ own strategic and operational objectives get lost in the midst of targets
for external bodies. Balancing internal and external aims is important and this should be reflected in the reporting
frameworks your organisation uses to inform your staff and your board.

How CoMetrica can help you with this balance
We help you develop the focus on the balanced objectives your organisation needs, supported by our team of
clinical and business consultants who have many years of NHS experience in the areas of strategy, performance and
information.

Our COM-QSCORE planning and performance system provides a framework for organisations to integrate
measures allowing a sensitive overview to be monitored at high level, but with the detail still visible. Any adverse
variance in critical metrics is not lost “in the mix” and is reported at the highest level to provide assurance to boards
and management teams.

HOW IT WORKS
We undertake an initial review of your strategic and operational performance reporting needs with your staff,
helping you develop these where necessary.

Then we help you structure your reporting matrix, incorporating internal and external detail needs, key
performance indicators and balanced scorecards within your organisation.

Finally we install and train you to use the COM-QSCORE system which holds all your performance plans and
efficiently collects your performance data from all parts of your organisation.
The result is simple, timely trend reports in the key perspectives of your business such as Customer Focus,
Operational Efficiency, Learning & Development and Finance.

Over the page is an extract from a recent case study using the COM-QSCORE service. For more information about
how CoMetrica can help you, visit our website at www.CoMetrica.co.uk or email us for more information or to
arrange a visit to your organisation:

Email: Info@CoMetrica.co.uk Call Stuart Mathieson on: 07973 212306
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