Performance management


Stakeholder Performance Report

(on the Client by the Project Manager)
Guidance notes

· Complete this Stakeholder Performance Report electronically, if possible.  Otherwise, all responses are to be typed or handwritten in block letters 

· Electronic copies of this Performance Report are available (see References below) 
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    CONFIDENTIAL
Project

	Project Title
	


Engagement Details 

	Engagement Title
	

	Engagament Number
	
	Fee accepted

(excl. estim. reimbursibles)
	$

	Date of Commencement
	/       /20   .
	Date of Completion
	/       /20   .


Client’s Details

	Client agency
	

	Client agency representative
	Name
	

	
	Position
	
	Tel / Mobile
	

	
	Email
	


Client’s Performance                   (Refer to the attached Steps for completing a Stakeholder Performance Report)
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	
	Evaluation Criteria
	N/A
	Unsat.
	Marginal
	Acceptable
	 Good
	Superior
	

	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	
	Brief
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	
	Satisfaction with Client’s brief.
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	
	Client’s Expectation
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	
	Reasonableness and realism of Client’s expectations
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	
	Time
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	
	Sufficiency of time provided by the Client for the Project.
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	
	Funds
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	
	Sufficient funds provided by the Client for the Project.
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	
	Variations
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	
	Ability of Client to only request pricing of variations that are proceeded with.
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	
	Participation at Meetings
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	
	Client participation in monitoring & evaluation meetings and other meetings held with you.
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	
	Post completion variations
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	
	Ability of the Client to refrain from requesting variations for work after project completion was achieved.
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	
	Requests
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	
	Responsiveness of Client to your requests.
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	
	Cooperation
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	
	Cooperation of Client with you
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	
	Performance Reporting
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	
	Completion of Stakeholder Performance Reports.
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	


Stakeholder Performance Report

(on the Client by the Project Manager)

Engagement Details 

	Engagement Title
	
	Engagement No.
	


Construction Contract Details (if applicable)

	Contract Name
	
	Contract No.
	


Project Manager’s comments

	1. Overall Comments on Performance

In my opinion:


	I have attached further information
	( Yes
	( No 

	2. Compliance with Code of Practice for Procurement:

	( No indication of a breach was identified
	( Evidence of a breach was identified

	
	     (Attach details)

	In my opinion:


	3. Consultation process:
I confirm that I have consulted with the Client in the preparation of this report and that a copy of this completed report was sent to the Client on ……/  …… / 20…

	The Client has advised that this report is:
	( Accepted
	( Not Accepted 

	Name
	
	Signature
	
	    /      /20…  

	Title
	
	Organisation Name:
	

	Email
	
	Telephone
	
	Mobile
	

	
	
	

	
	WHY THIS REPORT IS URGENT

This original report should be completed and delivered promptly please to the Department of Services Technology & Administration, at the address indicated below.  Your early submission of this report is essential for the Department of Services Technology & Administration to assist the Client Agency to make procurement decisions based on the most up-to-date information. This report may influence the review of common performance issues leading to improved project and relationship outcomes that may extend to other current and future projects.
	

	
	
	
	

	Submit report to:


	Manager Construction Accreditation
Department of Services Technology & Administration
Policy Support Services
Level 10, McKell Building
2-24 Rawson Place
Sydney NSW 2000

Facsimile: (02) 9372 8999
Email:  cpr@services.nsw.gov.au


Stakeholder Performance Review & Reporting System

Objective of Stakeholder Performance Reporting

The Stakeholder Performance Review & Reporting (SPR) system applies to stakeholders involved with construction contracts delivered through the NSW Government Procurement System for Construction when the contract price is valued at $1.0M or more.

The system links and integrates the Department of Services Technology & Administration’s performance management processes into an “end of construction cycle” performance feedback system. 

The objectives of the Stakeholder Performance Review & Reporting system are:

· to obtain a measure of the performance of each key stakeholder on a project from the perspective of the other key stakeholders. Key stakeholders include the Contractor, Project Manager, Client and Design Consultants. In some instances additional stakeholders may be invited to participate;

· to obtain a broad, balanced and equitable review of the entire project, including project relationship issues; and

· enable performance trend monitoring and feedback to be provided to Stakeholders for problem solving and continuous improvement.

SPR is not to be confused with or replaced by the Performance Measurement Systems of other organisations and is not to be confused with the GC21 Performance Evaluation Form (which is a team based system of “self-measurement” and “self-improvement”). Refer to Procurement Practice Guide GC21 meetings and workshops for clarification (see References)

Management

The Department of Services Technology & Administration will review and analyse the SPR reports.  Upon completion of the analysis of  SPR reports for a project, a summary of stakeholder performance outcomes may be communicated to the key project stakeholders that were the subject of the reports.  

SPR outcome reports may provide insight for stakeholders into areas of success and opportunities for improvement. Stakeholders should review the summary reports and seek to address any issues raised so as to promote improved project and relationship outcomes on current and future projects. 

The performance of contractors and consultants will be monitored and managed by the Department of Services Technology & Administration in accordance with the systems, processes and procedures described in Sections 3, 7 and 8 of t Procurement Practice Guide Performance Management.
For other stakeholders when, as a result of a stakeholder performance outcome review, the Department of Services Technology & Administration identifies a significant performance trend of concern on a project or across multiple projects:

· the stakeholder involved will be contacted by the Department and will be provided with the performance outcome review;

· clarification of the issues involved will be sought from the stakeholder; and

· a response invited from the stakeholder regarding any corrective action that has been taken or is planned to be taken to overcome the issue reported.

Where further resolution is required the Department may arrange to meet with the stakeholders individually. Meetings with project stakeholders may be extended to include a broader forum of stakeholders where a systemic problem is identified for resolution.

Informing Stakeholders

The Stakeholder Performance Report forms are available on the Internet (see References)

Preparation for the timely and accurate completion of these reports is to be discussed by the Project Manager and Client at, or prior to, the first contract meeting. 

When Reports are Required

Stakeholder Performance Reports (on the Client by the Project Manager) may be submitted within 3 months of the construction contractor’s Completion of the works.

Performance Scoring Methodology

Completed Stakeholder Performance Reports on a Client include assessed criteria from which a performance score is generated. The approach to generate the score is outlined below

Definition and Relative Weighting of Gradings

	Grading
	Definition
	Rating*

	Superior
	Standard well above the acceptable standard of performance
	10

	Good
	Standard often exceeds the acceptable standard of performance
	  7

	Acceptable
	Meets the acceptable standard of performance
	  5

	Marginal
	Mostly meets the acceptable standard of performance but has some weakness.
	  3

	Unsatisfactory
	Well below the acceptable standard of performance
	  0


The SPR performance score for a report on a Client on an engagement is based on the average of all performance criteria ratings from the report.

Example: Calculating the Score on a single Stakeholder Performance Report

	Evaluation Criteria
	Grading
	Rating



	Brief
	Good
	7

	Client’s Expectations
	Acceptable
	5

	Time
	Acceptable
	5

	Funds
	Good
	7

	Variations
	Good
	7

	Participation at Meetings
	Good
	7

	Post Completion Variations
	Good
	7

	Requests
	Good
	7

	Co-operation
	Good
	7

	Performance Reporting
	Good
	7

	· 
	
	
	Totals
	66

	
	
	
	
	
	
	

	
	
	
	SPR score = 10 x 66 / 10 = 66.0 %


Steps for completing a Stakeholder Performance Report (SPR)

Access and use of a blank Stakeholder Performance Report

1 
Use the latest version of this Stakeholder Performance Report (see References)

2 
All Stakeholder Performance Reports are to be completed electronically, if possible.  Otherwise, all responses are to be typed or handwritten in block letters so as to minimise risk of misinterpretation of comments and to promote focused communications.

3 
Please note when completing this form that there are 2 types of Check boxes used:

· large and may be filled in with a tick or a cross while retaining the “box”;

· small and is to be replaced (deleted) by inserting a tick or cross, eg: “(” becomes “(” or “x ”

Project Manager’s responsibilities

4 
Meet face to face with the Client to discuss the Client’s performance.

5 
Welcome and encourage any proactive communications by the Client in promoting the scheduling of meetings to discuss performance.

6 
Discuss the Client’s performance with the Client’s Representative including each criteria item and the reasons for any differences in views on performance.

7 
Consult with the Client’s representative and attempt to reach an agreement on the rating of each criterion in a manner that accurately reflects performance on the contract.

8 
Complete the SPR in consultation with the Client’s Representative and preferably during the face-to-face meeting.

9 
Provide the Contract details including the full identification of all contact persons.

10 
Grade the Client’s performance for each criterion.

· Tick boxes in NA (not applicable) column of matrix when the criteria do not apply to the specific contract.

· Tick all applicable Performance Evaluation Criteria boxes.  Nominate only one grading against each evaluation criteria after taking into account matters beyond the Client’s reasonable control.

11 
Complete the overall comments portion of the report. Ensure that aspects of Unsatisfactory and Marginal performance are clearly described.  Aspects of Superior, Good and Acceptable performance are also to be noted especially when any contentious issues may arise.  Ensure that comments are congruent with the ratings given for each criterion.  Additional detailed comments and information may be attached.

12 
Advise whether further information has been attached.

13 
Complete the assessment of compliance with the Code of Practice for Procurement.

14 
Sign the report.

15 
Provide contact details in full.

Report Attachments

16 
Attachments to Stakeholder Performance Reports are encouraged to clarify any key issues related to performance.  Attachments may consist of type written text including extracts of relevant documents and correspondence.

Report copied to the Client and the Department of Services Technology & Administration
17 
The Project Manager is to provide a completed report to the Client for review.

18 
The Project Manager is also to provide the completed report to the Department of Services Technology & Administration at the address shown below.

Client’s disagreement with the Report

19 
In the first instance, the Client should discuss with the Project Manager and try to resolve any disagreement that arises regarding the SPR report.

20 
Following an unsuccessful attempt to resolve a disagreement, the Client may elect to raise the matter to the Project Manager’s Executive for resolution.

21 
The Client may address any further concern by preparing its own independent statement which can be forwarded to the Department of Services Technology & Administration for attachment to the SPR.

Amendment of report

22 
The SPR may be ammended by the Project Manager following subsequent discussions with the Client. 
23 
The ammended SPR is to be re-submitted to both the Client and the Department of Services Technology & Administration. 
24 
The Department of Services Technology & Administration will update the relevant SPR report on record. 
Submission of the completed report

25 
Submit the completed Performance Report including all attachments to:
Manager Construction Accreditation
Department of Services Technology & Administration
Policy Support Services
Level 10, McKell Building
2-24 Rawson Place
Sydney NSW 2000

Facsimile: (02) 9372 8999

Email:  cpr@services.nsw.gov.au
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