
Introduction to performance 
management

Chapter 03: Section 01 and 2



Section 01: financial and non-
financial performance 

measures



1. Features of effective performance  management 
system

1. System Architecture: measurement, alignment, feedback, and stakeholder
engagement

2. Strategic Alignment

3. Measurement Effectiveness: selecting balanced portfolio of performance
indicators. (Financial and non financial, lagging and leading)

4. Organisational Coherence: unite different departments and functions around
shared objectives



2. SMART Features of Objectives
1. Specific

2. Measurable

3. Achievable

4. Relevant

5. Time-bound



3. Distinguishing KPI from standard matrix 
A metric measures an activity; a KPI measures performance against a CSF. For
example, a logistics company pursuing a strategy of Operational Excellence would
identify ’Punctual and Accurate Delivery’ as a CSF.

• Metric: Total number of deliveries made.

• KPI: On-time, in-full delivery rate (target: 98.5%)



3. Building a balance kpi portfolio



Section 02: Balanced 
Scorecard as a Performance 

Management Technique



1. Balanced Scorecard



Section 03: Performance 
Management Techniques, 
Linkages and Performance 

Improvement role
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