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Summary

It is always important to know whether a government entity is effective—doing the right
things to achieve the intended results; and efficient—doing things right to make the most of
limited resources. In times of fiscal constraint, it is arguably more important to know.

Those charged with running public sector entities need regular access to a suite of both
financial and non-financial information to manage their business, determine whether they are
on track and take timely corrective action if needed.

Public sector entities also must report publicly on their performance as part of their
accountability obligations, to demonstrate their effective stewardship and responsible use of
taxpayer-funded resources.

Both sets of performance information—that used for internal management purposes and that
publicly reported—should share common attributes or characteristics. The information
should be relevant, reliable, balanced and understandable; so that users can readily
determine whether services are being delivered efficiently and effectively.

Ideally, both sets also are aligned, such that the information reported publicly to discharge
accountability is a sub-set of that reported internally, for managing the business.

Publicly reported information about financial performance—how much services cost—is
readily found in agency budgets and annual financial statements. This information is subject
to robust international and national accrual-based reporting frameworks and accounting
standards, which consistently produce reliable information that is comparable over time,
between entities and between jurisdictions.

Public information on non-financial performance—how well services are delivered—generally
is not subject to such recognised framewaorks. It also is not audited nor required to be
reported consistently in annual reports.

In Queensland, public sector entities must comply with the requirements for monitoring and
reporting non-financial performance information set down in legislation and in the
Queensland Performance Management Framework (PMF).

The objective of the PMF, introduced in 2008, is to improve the analysis and application of
performance information to support accountability, inform policy development and
implementation and create value for clients, stakeholders and the Queensland community.

Some departments are required also to report non-financial performance information, either
as a condition of receiving Australian Government funding under national agreements and
national partnership agreements; or as part of the Report on Government Services (ROGS)
published annually by the Productivity Commission.

This audit examined how well the 20 core Queensland departments measure, monitor and
publicly report on their non-financial performance. We assessed the performance information
in their Service Delivery Statements (SDS) from the 2013-14 State Budget papers. We
focused on these budget papers because departments were required to remove any
performance information that reported on activities, inputs or processes; and replace it with
outcome-based information reporting on the efficiency and effectiveness of their services.

We sought to determine if the non-financial performance information in the budget papers
was outcome-based and whether it was relevant and useful, readily understood and actually
measured what it claimed to measure.

We also assessed departments' internally reported management information against these
same criteria, and against the most current information in their annual reports and strategic
plans, to understand the quality and comprehensiveness of the full suite of performance
information available to and used by management.
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Conclusions

While we support and commend the intent of the reform to the 2013-14 SDS, it has yet to
deliver on its promise to support accountability and inform policy development and
implementation. The service standards reported by the majority of departments and service
areas fall well short of being direct measures of the efficiency or the effectiveness of the
services they deliver.

With the present sharp focus and debate on the ways and means to achieve fiscal neutrality
and to reduce public debt, the widespread lack of service standards and targets for the
efficiency of services is of particular concern.

In this regard, the aphorism ‘what gets measured gets managed' is apt. While the costs and
benefits of monitoring performance must be balanced, measuring and monitoring the
ongoing performance of the business is a core governance responsibility. Not knowing
whether major government services are cost-efficient hampers effective decision making,
particularly from the viewpoint of contestable service provision and being able to quantify
reliably whether there are any significant potential savings from outsourcing of services. It
also weakens accountability, as the SDS and annual reports cannot serve fully their intended
purposes.

As with efficiency, there are issues with the way many departments report on their
effectiveness. Their over-reliance on client satisfaction surveys to gauge service quality, as a
proxy for measuring service effectiveness, makes it harder to know whether desired effects
are being achieved and so, harder to evaluate the efficacy of policy implementation.

Notwithstanding this, the goal to improve public performance reporting remains realistic and
attainable. We identified service standards used in other jurisdictions, and from first
principles, that speak more clearly to efficiency and effectiveness to provide guidance on
what could be measured.

The weaknesses we found in the suite of non-financial performance information used in
some departments is evidence of a lack of commitment by executive and senior
management to performance monitoring and reporting. These departments also were less
likely to have any other external reporting imperatives apply to them, such as the ROGS or
reporting requirements under a national partnership agreement.

These two common missing elements—management commitment and externally imposed
reporting imperatives—established a clear dichotomy between the better practice
departments and those lagging in this area. In this respect, requiring departments to publish
audited performance statements in their annual reports to complement their audited financial
statements would serve to consolidate the recent reforms.

The Queensland framework

The PMF establishes a sound basis for public performance reporting. It sets out specific
requirements and guides departments to evaluate, monitor and report on performance.
Guidance for the strategic plan, SDS and annual report is comprehensive, specific and
current.

Each accountable officer is responsible for implementing a system to monitor the
performance of his or her specific agency, to improve service delivery and to manage
resources responsibly.

The departments that have not implemented the PMF well lack a strong leadership focus on
this area and have gaps in their organisational capacity and capability. Accordingly, their
executives do not have sufficient, appropriate performance information about their
cost-effectiveness; and cannot readily determine whether or how, they can improve their
efficiency; nor can they discharge fully their public accountability obligations.
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Public reporting of government services

Following the annual review of the SDS in 2012, publicly reported performance information
was required to focus on the services that public sector agencies produce (outputs) and their
achievements (outcomes). Service standards that did not report on efficiency or
effectiveness were to be discontinued in the SDS and reported elsewhere.

While the removal of input, process and activity-based measures has largely been achieved,
the measures have not been replaced with relevant information to judge whether resources
have been used well to achieve the desired result.

To meet the Department of the Premier and Cabinet (DPC) requirements, agencies were to
publicly report at least one standard of efficiency and one standard of effectiveness for each
service area. Service areas are related services grouped into a high level area, as deemed

appropriate by the individual agency.

Figure 1 shows that these minimum requirements were not met in the 2013-14 budget
papers, for the 20 core departments.

Figure 1
Public reporting of efficiency and/or effectiveness
2013-14 budget service areas

Neither Efficiency nor Effici_ency &
Effectiveness, $6.3 b Effectiveness,
$10.8 b

Efficiency only,
$7.1Db

Effectiveness only,
$14.2 b

Source: Queensland Audit Office

Eight of 71 service areas, representing $10.8 billion of public expenditure, report publicly at
least one standard of efficiency and one standard of effectiveness. The lack of a balanced
suite of efficiency and effectiveness standards for 72 per cent of the budget makes it difficult
for the Parliament to hold departments fully to account.

Setting efficiency standards

Departments report on the efficiency of the service areas less than they report on their
effectiveness.
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While 31 service areas did not report effectiveness standards, 61 services areas,
representing $20.5 billion of public expenditure, had no efficiency standards in their SDS.

The lack of data on the cost of service outputs is the main barrier to measuring efficiency.
Where departments do not or cannot define and quantify their outputs and the costs of their
individual services, they are unable to measure efficiency.

Setting effectiveness standards

Measures of stakeholder satisfaction were most often used as proxies for service
effectiveness. While such measures provide useful information about the perceived quality of
the services, they do not directly demonstrate that the service objective has been achieved.

More direct indicators of service effectiveness and cost-effectiveness, while able to be
defined for many services in-principle, were not used in practice.

Defining service objectives
Significant scope remains to improve the expression of service area objectives.

Each service area must state its objective and how it contributes to the achievement of the
agency's objectives and the whole-of-government direction. Objectives are meant to express
clearly what the service area wants to achieve, be focused on the end result and be
measurable and understandable.

The stated objectives for 16 of 71 service areas were unclear; most often, they described
activities or processes instead of the expected results or intended effects. This makes it
difficult for stakeholders to assess whether outcomes are being achieved, reducing
accountability.

Defining service areas

Some services in the 2013-14 SDS were grouped into service areas using organisational
structures, rather than by logically combining interrelated services. This lack of a 'service
logic' approach in these cases made it unclear how each of the disparate services, grouped
into the one service area, contributed to the single service area objective or outcome.

Further, while each service area required at least one efficiency and one effectiveness
standard, this was commonly interpreted in practice as a requirement to report only one
standard.

Services that contribute logically to a single outcome can use a single standard of efficiency
and one of effectiveness to demonstrate performance. When services comprise multiple
disparate services, each individual service needs its own standard of both efficiency and
effectiveness.

In these latter cases, where only one standard was reported, it tended to cover the
performance of one service and not the others included in the service area. For 33 service
areas (46 per cent), the service reported was not the most material, or highest cost, service.

Matching service standards and service areas

Not all the service standards in the 2013-14 SDS were relevant to the stated objective. This
mismatch blurred accountability for performance, as it placed responsibility for achieving
outcomes at the wrong organisational level.

Across the 20 departments, 28 (nine per cent) of the service standards were for
whole-of-government outcomes, not service-level outcomes. Such whole-of-government
service standards are relevant to higher level, whole-of-government priorities; and typically
require multiple agencies to work together. They are less relevant to specific departments,
service areas or services within the SDS.
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Similarly, some service areas reported standards that related to their lower level specific
program or project objectives. Across the 20 departments, 154 standards (51 per cent)
related to lower level program or project objectives. As a result, they also were not as
relevant to the performance of the whole service area.

Internal monitoring and reporting

The deficiencies we identified in public reporting by departments correlated strongly with
weaker internal monitoring and reporting in these same departments.

Of the 61 service areas in the SDS that do not report on efficiency, 59 service areas also do
not report internal efficiency standards to departmental executive management. Internal
reporting on effectiveness shows similar patterns; 28 of the 31 service areas not reporting
publicly on effectiveness, also did not monitor it internally.

Figure 2 shows the performance reporting hierarchy where data on inputs inform the output
metrics, which, in turn, are used to develop service standards and performance measures.
By combining output metrics, departments can report on the efficiency and effectiveness of
their services.

Figure 2
Data, metrics and service standards hierarchy

Service standards
Performance measures

Efficiency
Effectiveness

Metrics
Resources
Staff
Dollars Data

Administrative data
Service data

Source: Queensland Audit Office

Without an underlying suite of output-based metrics informed by reliable data on each
service area, departments cannot identify opportunities to improve their operations and
demonstrate they are doing more or doing better, with less.

A common constraint identified by departmental staff is the lack of systems to measure and
track reliably the cost of their services. This particularly inhibited their ability to develop
useful efficiency service standards.

Creating external imperatives

The PMF is aligned to the national framework, ROGS. Service areas that are required to
report under the national ROGS performance indicator framework were more able to report a
balance of efficiency and effectiveness standards in their SDS.
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Across the 71 service areas in the 2013-14 budget papers, 47 of the 61 (78 per cent) that
did not report efficiency standards also do not report in ROGS.

Recommendations

It is recommended that:

1. departments apply a service logic approach to define their service areas so that
they only group services where they contribute to common objectives and
outcomes

2. Queensland Treasury and Trade and the Department of the Premier and Cabinet
update their mandatory guidance to require:
e service standards that relate to whole-of-government objectives and
outcomes to be reported at the ministerial portfolio or departmental level, not
at the service standard level

e where aservice area comprises multiple services, that each material service
has a separate line item budget and at least one efficiency service standard
and one effectiveness service standard

3. departments be required to publish an audited performance statement in their
annual reports to complement their audited financial statements.

Reference to comments

In accordance with section 64 of the Auditor-General Act 2009, a copy of this report was
provided to the Department of the Premier and Cabinet and Queensland Treasury and Trade
with a request for comments. All departments were provided with copies of their individual
assessments throughout the audit and a copy of this report with advice that a fair summary
of other responses received within the 21 days, would be included in the report.

Their views have been considered in reaching our audit conclusions and are represented to
the extent relevant and warranted in preparing this report.

The comments received are included in Appendix A of this report.
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1 Context

Governments deliver public goods and services for use by, or to benefit, the community.
While some are provided on a fee-for-service basis, most are funded through taxation and
other involuntary transfers.

The cost of government services are significant to national and state economies. Around
$184 billion or 12.1 per cent of Australia's gross domestic product was spent on such
services in 2012-13, according to the Australian Government's Report on Government
Services 2014,

In Queensland, the cost of public services in 2012-13 provided by the general government
sector (comprising the 'core’ departments, statutory authorities and agencies that are largely
budget-funded) was $46.129 billion, or 15.9 per cent of gross state product.

The processes and systems to capture and measure these costs are mature and robust; as
are the financial reporting frameworks used in the preparation and presentation of public
sector financial statements. Accrual-based budgeting and reporting is a long-standing
requirement and is commonplace in government financial management frameworks. A
hallmark of transparency and public accountability in this regard is the requirement to include
independently audited financial statements in agency annual reports.

In the context of public sector service delivery, however, measuring and reporting on the cost
of services tells us only how much is spent, not how well it is spent.

By way of contrast, the profit or loss reported by private sector entities is a direct measure of
entities' efficiency of production and of their effectiveness in delivering goods and services
that consumers want to buy; as is their share price and other financial measures like
earnings per share and return on their assets.

For the general government sector, there is no meaningful 'bottom line', equivalent to profit
or loss, which speaks directly to service efficiency and/or effectiveness. For this reason,
significant attention has been paid over the past twenty years to establishing 'non-financial'
performance reporting frameworks in all state and territory jurisdictions, nationally and
internationally.

The common features of such frameworks are that they comprise a set of performance
indicators or measures aligned to major government services that ideally provide direct
insights into the cost-efficiency and effectiveness of each service in fulfilling its objectives.

Less commonly, the suite of indicators developed, or a sub-set thereof, may be contained in
a 'performance statement', an analogue to the financial statement. These statements may be
included in either, or both, the annual budget papers and the annual reports of agencies.

However, while non-financial performance reporting frameworks are now a long-standing
requirement, it is clear from reviews by Auditors-General over the past decade that they
consistently fail in their intent. Appendix D summarises the reports and findings of such
audits. Notably, the list includes five previous reviews undertaken in Queensland that found
serious deficiencies.

This is not just an Australian phenomenon. In 2008, the Auditor-General of New Zealand
commented that:
'‘Overall, the poor quality of non-financial performance reporting by public
entities is disappointing. It needs to improve significantly to allow
Parliament and the public to hold public entities accountable for their use
of taxes and rates and for the effectiveness of their service delivery.'
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Some Queensland agencies presently report also to the Australian Government as a
condition of funding agreements or through special purpose reports. The mechanism for
collecting, collating and comparing performance across all states and territories is the Report
on Government Services (ROGS). Figure 1A provides background information on the ROGS
framework.

Figure 1A
The national framework for reporting on government services

The Council of Australian Governments established the Review of Government Service Provision in
1993 to provide information on the equity, efficiency and effectiveness of government services in
Australia, through the publication of the annual Report on Government Services (ROGS).
The 2014 ROGS states:

Traditionally, much of the effort to improve the effectiveness of government

services has focused on increasing the level of resources devoted to them.

Another way of improving services is finding better ways to use existing

resources.

According to the 2014 ROGS, performance measurement can:

. help clarify government objectives and responsibilities

. promote analysis of the relationships between agencies and between programs, enabling
governments to coordinate policy within and across agencies

. make performance more transparent, and enhance accountability

. provide governments with indicators of their policy and program performance over time

. inform the wider community about government service performance

. encourage ongoing performance improvements in service delivery and effectiveness, by
highlighting improvements and innovation.

Queensland government services that contribute to the ROGS comprise:

. child care, education and training: early childhood education and care, school education and
vocational education and training

. justice: police services, courts and corrective services

. emergency management: fire and ambulance services

. health: public hospitals, primary and community health and mental health management

. community services: aged care services, services for people with a disability, child protection
services and youth justice services

. housing and homelessness services.

Source: Queensland Audit Office, adapted from ROGS

1.1 Performance management concepts

1.1.1 Service level concepts

Public sector entities are typically made responsible through administrative arrangements
and thus organised and resourced; and their services are typically defined in such a way that
there is no overlap with other entities. This means each entity has its own unique set of
services assigned to it.
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The government services provided by these entities are many and varied—for example:

e  services provided to the benefit of all such as those that maintain and uphold the law
and good order, like criminal and civil court services, law enforcement, custodial and
public safety services

e  services provided to the benefit of some individuals or groups such as economic
infrastructure (roads, railways and ports) and social infrastructure (public and social
housing public open space, parklands and gardens), education, childcare and aged
care

e  services provided directly to other public sector entities that then indirectly support
service delivery such as policy advice, economic forecasting, public debt management
and control.

A relatively few, well established concepts underpin the frameworks used for measuring and
managing the non-financial performance of such services. Service logic diagrams provide a
succinct depiction of these concepts and their interrelationships. Figure 1B is one example of
a service logic diagram that is used widely in Australia.

Figure 1B
Service logic diagram

External
influences

Service l

SeniEs _,_,E Input » | Process o) E
Yayest T utput :
objectives ; ' put | ——— Outcomes

gy S

«— Efficiency ————

v

<+<— Cost-effectiveness

< Service effectiveness >
Source: Queensland Audit Office adapted from ROGS

This diagram demonstrates that each service delivered:
e  requires a combination of inputs

- human effort, skill and knowledge

- physical assets

- information and other intangible assets

- financial assets.

e which are translated, converted or otherwise used up in processes

e that are applied to produce outputs—the units of services produced, which may
themselves be discrete units (such as licenses issued) or continuous units (such as
teaching hours provided).

Obijectives for each service delivered are able to be expressed in terms of the outputs
produced and the outcomes expected.
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1.1.2 Service standards

Service level output objectives relate to the delivery of the service to pre-determined service

level standards. Such output performance standards typically are expressed in terms of:

e their quantity—the desired number to be produced for discrete outputs or planned
activity level for continuous outputs

e their timeliness—when the service is to be provided as required by the user, or
otherwise made available as intended by the provider when it is not a demand-driven
service

e their cost—the expected cost, as set out in the approved budget

e their quality—the fitness for purpose of the service, which may include factors such as
accuracy or extent of adherence to externally mandated quality standards.

Service level outcome objectives relate to the intended or desired effect of that service on
the recipient. If the objective of the service is to provide affordable housing, then the
outcome objective would be to maximise the numbers of those requiring assistance who are
successful in finding long term housing solutions.

The service logic diagram also shows services may be evaluated in terms of their efficiency

and their effectiveness:

o efficiency—measured by establishing the relationship between the quantum of outputs
produced and the cost of inputs, this 'technical efficiency' is typically measured as the
cost per unit output

o effectiveness—the degree of correlation between, or the extent of divergence from the
service objective, its expected cost and the actual outcomes achieved, service
effectiveness is typically determined by measuring the effect on the service recipient;
service cost-effectiveness is measured by relating the cost of the service to the
economic and other benefits realised.

1.1.3 Organisation and whole-of-government level
concepts

While each public sector entity provides its own unique set of services; a number of these
services may be aggregated usefully into 'service areas'’, which are not necessarily unique to
one entity.

Ideally, the service areas within an entity are established by grouping the separate services
provided into combinations that collectively contribute to a common outcome objective.

The same principle applies across entities, where each entity provides a service or
combination of services that collectively contribute to a higher order outcome; an outcome
that each entity can influence through the services it delivers, but which none controls
completely.

This means there will be objectives and outcomes more relevant at the service area level
than at the service level. These are often represented as 'whole-of-government' objectives
and outcomes and are not able to be simply attributed to the actions of any one entity.

For example, a common service area across the Department of Transport and Main Roads
and the Queensland Police Service is road safety: both contribute toward this service
outcome, one standard of which is the number or rate of deaths and serious injuries from
road accidents.
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1.2 Performance management frameworks

1.2.1 Central agency roles and responsibilities

The Department of Premier and Cabinet (DPC) has responsibility for the design and
oversight of the operation of the Performance Management Framework (PMF) and for the
guidance material which supports it.

Queensland Treasury and Trade (QTT) administers the Financial and Performance
Management Standard 2009 (the FPMS).

The FPMS outlines governance requirements for departments, including the requirement for

each director-general to establish a performance management system. Performance

management and reporting systems are implemented to enable stakeholders to decide

whether each department is:

e achieving the objectives stated in its strategic plan efficiently, effectively and
economically

e delivering the services stated in its operational plan to the standard stated in the plan.

While QTT oversees departmental reporting of financial performance, it is DPC which
oversees non-financial performance reporting across government. It sets out its
requirements in three guidelines:

e  The Guide to the Queensland Government Performance Management Framework
e  Agency planning requirements

e  Annual report requirements for Queensland Government agencies.

DPC and QTT each year review the departmental service area objectives, standards and

targets that are published in departments' Service Delivery Statements (SDS). Departments

submit their draft service standards to DPC which checks:

e there is at least one service standard that measures the effectiveness of the service
area

e there is at least one service standard that measures the efficiency of the service area

e there are no measures of activity, process, input or quality of the services.

1.2.2 Departmental roles and responsibilities

In August 2008, the Managing for Outcomes framework was replaced with the PMF,
illustrated in Figure 1C. The PMF aims to integrate and align planning and budgeting with
resource management and performance management.

Figure 1C
The Queensland performance management framework

Whole of Government Agency business direction s Bud%etl‘ Agency service delivery | Internal reports
direction (Strategic Plan) (Service Delivery (Operational Plans) (Various)

Statement)

Service Areas
Priorities Management of
. Purpose ijechves S services
Getting Queensland Vision Service standards Services to the
Backon Track Objectives community Gorbnuous
Performance indicators (Service Area achievements. improvement
from previous year and targets| i
for cument)
¥ \ 4
Annual Report = < T <
Achievement of
agency objectives
and contribution to
Government
directions

Source: Queensland Audit Office
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The PMF guidance material sets out clear minimum requirements for departments' three
primary external accountability documents: their strategic plans; the SDS; and their annual
reports.

Strategic plans

Section 9 of the Financial and Performance Management Standard 2009, requires
accountable officers and statutory bodies to develop a strategic plan. They must comply with
the Agency planning requirements prepared by DPC. A strategic plan clearly articulates an
agency’s direction to staff, clients and other stakeholders and sets the parameters for
operational plans. Strategic planning is an ongoing organisational process that helps
agencies identify their objectives, the strategies they will implement and the performance
indicators to measure how well they achieved their objectives.

The purpose of strategic planning is to:

e describe the vision (strategic direction) of the agency

e identify the agency’s purpose

e demonstrate how the agency’s objectives will contribute to the achievement of the
whole-of-government direction (objectives for the community, priorities and strategies)

e describe strategies to make the agency’s vision a reality

e determine how the objectives will be measured (performance indicators).

Service delivery statements

The SDS are published annually as part of the state budget. They predominantly contain
budgeted financial and non-financial information about each agency for the current and
coming financial year.

The non-financial component outlines the services each agency will deliver and the
standards to which these will be delivered.

The SDS are a primary source of information for hearings of the parliamentary estimates
committees. These hearings allow Parliament to examine the funding provided in the state
budget to each ministerial portfolio.

The SDS are used by Members of Parliament, the media, the public and other interested
parties to obtain information on the objectives, service areas, key strategies and
performance of Queensland Government agencies.

Annual reports

Section 63 of the Financial Accountability Act 2009 requires all departments and statutory
bodies to prepare annual reports for tabling in the Legislative Assembly. They must comply
with the Annual report requirements for Queensland Government agencies prepared by
DPC.

Annual reports complement each agency's SDS by reporting both actual non-financial and
financial performance information and analysing this against targets and budgets. Annual
reports support transparency and can drive continuous improvement in performance. Where
annual reports incorporate relevant and reliable performance information, they increase trust
and confidence in public sector service delivery.

Special purpose performance reports

Public sector agencies also may contribute to, or produce, additional reports on their
performance that are not required by the PMF. Figure 1D lists examples of such reports.

Report 18 : 2013-14 | Queensland Audit Office
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Figure 1D
Special purpose reports

Department Report Frequency
Department of Education, Training Performance measures report Annually
and Employment
Department of Environment and State of the environment report Four-yearly
Heritage Protection
Department of Health Hospital and Health Service performance Quarterly

Source: Queensland Audit Office

Statistics and data on government services are also available as part of the open data

initiative at https://data.gld.gov.au/. The open data initiative aims to:

e encourage people, companies, researchers and non-government organisations to
develop innovative solutions to Queenslanders’ problems

e help make government more transparent and accountable.

Internal performance monitoring

Section 13 of the Financial and Performance Management Standard 2009, requires
accountable officers and statutory bodies to have systems in place to provide information
about performance to the accountable officer every 3 months and the appropriate Minister at
least annually or when asked for. Internal monitoring of service performance within an
organisation is an integral part of managing the business. Decision makers need regular,
relevant and reliable information to assess whether they are doing a good job and are on
track to achieve their objectives. Internal reports are the main mechanism for management
to judge performance and take corrective action if needed.

Internal reports typically contain a broader set of performance information than external
reports. Accountable officers determine the format, timing and approach to internal
monitoring of performance.

The reports are tailored to the individual agency but generally include:

e performance reports—trend data on key performance metrics against the objectives and
service standards

e human resource reports—staff numbers, absenteeism, vacancies, age profiles and
equal employment targets

e finance reports—year to date figures and actuals, by organisational unit

e risk reports—strategic risk registers and mitigating strategies

e  action/status reports—progress reports against milestones and budgets.

1.3  Audit objectives, scope and focus

The objective of the audit was to assess whether the core, general government, public sector
departments included in the SDS are efficiently and effectively measuring, monitoring and
reporting on their non-financial performance.

The audit examined whether:

e the departmental performance measurement and public performance reporting policy
framework establishes a sound basis for comprehensive public performance reporting

e departments have implemented a balanced suite of output and outcome efficiency and
effectiveness measures

e publicly reported performance information enhances public sector accountability and
transparency.
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Entities subject to this audit comprised:

e Department of the Premier and Cabinet

e  Queensland Treasury and Trade

e Department of Aboriginal and Torres Strait Islander and Multicultural Affairs
e  Department of Agriculture, Fisheries and Forestry

e Department of Communities, Child Safety and Disability Services

e  Department of Community Safety (former)

e  Department of Education, Training and Employment

e  Department of Energy and Water Supply

e  Department of Environment and Heritage Protection

e Department of Housing and Public Works

e  Department of Justice and Attorney-General

e Department of Local Government, Community Recovery and Resilience
e Department of National Parks, Recreation, Sport and Racing

e Department of Natural Resources and Mines

e  Queensland Health

e Queensland Police Service

e Department of Science, Information Technology, Innovation and the Arts
e Department of State Development, Infrastructure and Planning

e  Department of Tourism, Major Events, Small Business and the Commonwealth Games
e Department of Transport and Main Roads.

1.3.1 Audit method and cost

We examined the SDS, strategic plans, annual reports and internal corporate reports of the
entities subject to the audit. The 2012—-13 SDS contain the service standards for 71 service
areas with a total budget allocations of $38.4 billion.

Feedback was provided to the departments throughout the audit as they were reviewing and
updating their SDS for the 2014-15 budget.

We also delivered two workshops on monitoring and reporting performance attended by
77 participants across the public sector, to gather qualitative data on the implementation of
the Queensland performance management framework and their views on the barriers to
good performance monitoring and reporting.

The cost of the audit was $ 460 000.

1.4 Report structure

The remainder of the report is structured as follows:

e  Chapter 2 discusses accountability for performance

e  Chapter 3 discusses improving service performance

e  Appendix A contains responses received

e Appendix B contains the audit approach

e Appendix C contains a glossary

e Appendix D contains extracts from national and international reports on monitoring and
reporting performance

e  Appendix E contains a summary of findings across the 71 service areas.
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2 Accountability for performance

In brief

Background

Government departments publicly account for their financial and non-financial performance through
their Service Delivery Statements (SDS) in the annual budget papers and through the performance
information they include in their annual reports.

Relevant and reliable information, which fairly represents performance, strengthens accountability
and improves transparency. Information on the efficiency and the effectiveness of the services
delivered is of most use; this has been recognised through the shift towards output-based efficiency
measures and outcome-based effectiveness measures.

Conclusions

While we support and commend the intent to reform the SDS, it has yet to deliver fully on its
promise. The service standards reported by the majority of service areas fell well short of being
direct measures of efficiency or the effectiveness of the services delivered by departments.

With the present sharp focus and debate on the ways and means to achieve fiscal neutrality and to
reduce public debt, the widespread lack of service standards and targets for the efficiency of
services is of particular concern. Not knowing whether services being delivered are cost-efficient
hampers effective decision making and weakens accountability.

Key findings

. Of 71 service areas reported in the 2013-14 SDS across 20 departments, 51 (72 per cent)
express their service objectives clearly and in a way that facilitates measurement.

. Not all service areas meet the requirements to report efficiency and effectiveness:

- eight (11 per cent) report at least one standard of efficiency and one standard of
effectiveness

- 23 (32 per cent) report only effectiveness

- two (3 per cent) report only efficiency

- 38 (54 per cent) report no standards of efficiency or effectiveness.

° There is a mismatch between service objectives and standards—60 per cent of the service
areas report standards that are too low level (51 per cent), relevant to project/program
objectives; or at too high a level (9 per cent), relevant to whole-of-government objectives and
outcomes.

. The barriers to good performance monitoring and reporting include a lack of incentives, poor
leadership, limited staff capabilities and data and systems limitations.

Recommendations
It is recommended that:

1. departments apply a service logic approach to define their service areas so that they
only group services where they contribute to common objectives and outcomes

2.  Queensland Treasury and Trade and the Department of the Premier and Cabinet update
their mandatory guidance to require:

. service standards that relate to whole-of-government objectives and outcomes to
be reported at the ministerial portfolio or departmental level, not at the service
standard level

. where a service area comprises multiple services, that each material service has a
separate line item budget and at least one efficiency service standard and one
effectiveness service standard.
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2.1 Background

Public performance reporting by departments is a practical way to make government open
and accountable. The annual budget papers and annual reports have long been the
foundation for such reporting.

In the annual budget papers tabled in June each year, Service Delivery Statements (SDS)
for each department provide the Parliament and the public with unaudited forecasts of the
expected financial and non-financial performance for the current financial year; and the
financial and non-financial targets for the next budget year.

The annual reports of departments, tabled after financial year-end, contain the actual results
and should explain why these varied from the targets set and forecasts made for that year.
Only the financial results in the annual report are audited.

In 2012, the annual review of the service standards, led by the Department of the Premier
and Cabinet (DPC) and Queensland Treasury and Trade (QTT) changed the focus of the
standards from what was done to what was achieved and how well.

Standards of input and/or activity, which did not demonstrate effectiveness or efficiency,
were viewed as not relevant standards of the agency’s services. The 2012 DPC review
identified 335 standards across the 20 departments that did not report on the efficiency or
effectiveness of the service areas. These were discontinued for the 2013-14 State Budget
and if appropriate reported elsewhere.

The aim was to replace these with direct outcome-based standards of efficiency and
effectiveness of services. In its conception, this is a positive step toward strengthening public
accountability, designed appropriately to shift the focus of public performance reporting away
from inputs and activities to achievement of outcomes.

We examined the departmental SDS in the 2013-14 budget papers to determine whether
the intent of these reforms had been realised.

2.2 Conclusions

While we support and commend the intent to reform the SDS, it has yet to deliver fully on its
promise. The service standards reported by the majority of service areas fall well short of
being direct measures of outcomes, either in the efficiency or the effectiveness of the
services delivered by departments.

With the present sharp focus and debate on the ways and means to achieve fiscal neutrality
and to reduce public debt, the widespread lack of service standards and targets for the
efficiency of services is of particular concern. Not knowing whether services being delivered
are cost-efficient hampers effective decision making and weakens accountability.

In the same way, the tendency for departments to report output-based measures of service
quality, as a proxy for service effectiveness, makes it harder to know whether intended or
desired effects are being achieved, and so, harder to evaluate the efficacy of policy.

This notwithstanding, the goal to improve public performance reporting remains realistic and
attainable. We identified service standards in other jurisdictions and from first principles that
speak directly to efficiency and effectiveness to provide guidance on what could be
measured but not what must be measured. We also identified some weaknesses with the
current framework in the way service areas are grouped that work against transparent
reporting. Remedying these will help departments to develop more robust service standards
and targets.
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2.3  Analysis of SDS service standards
2.3.1 Background

Section 12 of the Financial and Performance Management Standard 2009 (FPMS) describes
the need for an accountable officer to know whether the department's objectives are being
achieved 'efficiently, effectively and economically' and whether the services stated in its
operational plan are delivered to the standard stated in the plan'.

Service standards are set with the aim of defining a level of performance that is appropriate
and expected to be achieved for a service area or service. Establishing service standards
enables government and the public to make an assessment of whether or not departments
are delivering services to acceptable levels of efficiency and effectiveness.

The performance information of each department published in the SDS includes a selection
of service standards for each service area.

2.3.2 Summary analysis

All departments were required to include at least one service standard to demonstrate their
service efficiency and at least one standard to demonstrate their service effectiveness in the
2013-14 budget papers.

Figure 2A shows that, of the 71 departmental service areas in the budget papers, eight
(11.3 per cent) fulfilled this requirement, accounting for 28.1 per cent of total departmental
budgets of $38.3 billion.

A further 23 service areas (32.4 per cent) had at least one effectiveness standard, but no
standards of efficiency; while two more had at least one efficiency standard, but had no
effectiveness standards.

Figure 2A
2013-14 Budget: service area reporting on efficiency and/or effectiveness
Service Delivery Standards Service areas Cost

Number Per cent $ billion Per cent
Effectiveness and efficiency 8 11.3 10.8 28.1
Efficiency only 2 2.8 7.1 18.5
Effectiveness only 23 324 14.2 37.0
Sub-total 33 46.5 32.1 83.6
No effectiveness or efficiency 38 53.5 6.3 16.4
Total 71 100.0 38.4 100.0

Note: in Appendix E we categorise each service standard in terms of whether it is a direct outcome standard of efficiency or
effectiveness; a direct output standard of activity, cost, timeliness or quality of service; or an input or process standard.

Source: Queensland Audit Office

2.3.3 Outcome standards for efficiency

Only ten service areas reported an outcome efficiency standard, meaning that 61 areas
(85.9 per cent), accounting for $20.5 billion (53.4 per cent) of departmental budgets,
provided no direct information on the efficiency of their services.

Efficiency is about making the most out of available resources (dollars, people and
infrastructure) to optimise the quality and quantity of services produced.
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Streamlining systems and processes, using new technology, introducing innovative
management approaches and reducing waste are all ways of making more efficient use of
resources. DPC provides clear and comprehensive guidance to departments on how to
measure efficiency. Figure 2B outlines the definitions, descriptions and some examples of
efficiency from the Performance Management Framework (PMF).

Figure 2B
Definitions and examples of service standards of efficiency

Definitions and examples

Standards of efficiency—How the agency’s resources are being used

Definition: Reflect how capabilities (resources) are used to produce outputs for the purpose of
achieving desired outcomes.

Description: Efficiency standards are generally shown as a ratio, e.g. cost per service transaction,
or some other form of comparison

Example 1: Example 2: Example 3: Example 4:
Screening cost per Average cost of Average cost of policy  Average cost per
patient service per student: advice regulation activity
Primary (Prep—
Year 7)

Source: Queensland Audit Office adapted from Department of the Premier and Cabinet, Better Practice
Guideline for Developing Performance Information—useful information and examples

Departmental staff involved in developing service standards frequently contended that the
proportion of their operating budget used in delivering their services is a measure of their
efficiency. Budget underspend does not demonstrate efficiency, as overspend does not
demonstrate inefficiency. It is simply the direct measure of input cost; and at best it could be
a proxy indicator of activity, where cost and activity are correlated.

Similarly, completing projects and initiatives on budget, on time, or delivering activities when
planned, while purported in the SDS also to be efficiency standards, are simply activity
standards.

In this regard, DPC staff are not consistently applying the PMF definitions when advising
departments; for example, three accountable officers specifically commented that measuring
performance against plan, such as projects delivered on time and on budget, has been
agreed by DPC and Queensland Treasury and Trade (QTT) as an acceptable standard of
efficiency.

Case study 1

Housing services in the Department of Housing and Public Works report a standard of efficiency in
the SDS that demonstrates how well the area is using its resources:

. average tenancy and property management administration cost per households assisted.
Other good efficiency standards that departments report publicly in their SDS include:

. cost of supervision per day (Department of Justice and Attorney-General)

. average cost per transaction to deliver biosecurity registration, certification and licensing
services (Department of Agriculture, Fisheries and Forestry)

. gross cost per ambulance incident (Former Department of Community Safety).

Source: Queensland Audit Office

Report 18 : 2013-14 | Queensland Audit Office



Monitoring and reporting performance
Accountability for performance

2.3.4 Outcome standards for effectiveness

There were 31 service areas that reported an effectiveness standard, meaning 40 service
areas (56.3 per cent), accounting for $13.4 billion (34.9 per cent) of departmental budgets,
provided no direct information on the effectiveness of services.

Outcome effectiveness is about measuring the quantifiable effect of the service in the
community. The level and quality of the service provided are variables that can change the
effect of the service in the community.

Figure 2C outlines the PMF definitions, descriptions and some examples of effectiveness
standards.

Figure 2C
Definitions and examples of service standards of effectiveness

Definitions and examples

Standards of effectiveness: How well the agency’s service delivery is creating the desired results

Definition: Reflect how well the actual outputs of a service achieve the agency’s stated purpose
(objective) of the service.

Description: Standards of effectiveness describe the quantifiable extent of the effect of the service
on recipients (i.e. the outcome experienced by them), as a result of the level and quality of the
service or product provided.

Examplel: Example 2: Example 3: Example 4:
Number of stage 1 Years 3,5, 7 and 9 Proportion of Cabinet Percentage of

XYZ cancers detected  test—Proportion of submissions that meet  decisions upheld on
through screening students at or above or exceed agreed appeal

service as a proportion  the national minimum quality criteria

of total patients standard: reading,

diagnosed with XYZ writing and numeracy

cancer

Source: Queensland Audit Office adapted from Department of the Premier and Cabinet, Better Practice
Guideline for Developing Performance Information — useful information and examples

In place of outcome efficiency or effectiveness standards, there was a propensity by
departments in their SDS to use output-based standards of the quality and timeliness of their
services as proxies for service effectiveness.

Of the 301 standards in the 2013-14 SDS, 161 (53 per cent) are standards that relate to
outputs, rather than outcomes. Figure 2D summarises the numbers of output-based metrics
by type.

Cost is the least used, and quality the most used, output-based standard.

The lack of cost-based standards is consistent with comments from the workshops we ran,
at which the absence of costing systems to generate data on the unit costs of services was
identified as a major barrier to departments being able to measure directly their service
efficiency.
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Figure 2D
Numbers of output standards in the SDS by type, 2013-14
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Source: Queensland Audit Office

Measures of service quality are, at best, indirect indicators of effectiveness. The quality of a
service can be quite high but still not be effective; for example, clients of a weight loss clinic
may be very satisfied with the service but not have lost any weight.

There also is a strong preference to measure service quality by determining the level of
‘client satisfaction'—even where the client is another government agency. Just over half
(53 per cent) of the output-based quality metrics are standards of client satisfaction.

But client satisfaction is not an end in itself. It is, therefore, a weak measure of service quality
and so an even weaker proxy for outcome effectiveness. If used, it needs to be combined
with other quality standards to understand if service objectives are being met.

2.4  Application of the framework in the SDS

The results of this analysis indicate that departments are experiencing problems in the
interpretation and application of the performance management framework to the SDS.

The following common issues were evident from our review of the SDS:

e  setting objectives—Iack of clarity in expression of service and service area objectives

e defining service areas—organisational structures, rather than a 'service logic', being
used to establish service areas, leading to combinations of unrelated services

e mismatching objectives and standards—service standards set too low for project-level
outcomes; or too high for whole of government outcomes, blurring accountability

e selective reporting of service standards—a minimum compliance approach taken where
'at least one' is interpreted as 'only one'; and the one used relates to immaterial services

e poor formulation of service standards—confusion between standards and targets and
the ways these are represented, which obscures expected and actual performance and
reduces transparency.
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2.4.1 Setting service objectives

A clearly stated service objective:

e is easy to understand and to measure

e expresses what the agency wants to achieve from that service

e focuses on the end result, not on the means of achieving the result

e is consistent with the government's broad objectives for the community.

Figure 2E provides an example of a service objective clearly articulating the outcome for the
community.

Figure 2E
Example of a clear service area objective

Service area Objectives

Police services The objectives of the Queensland Police Service are to:
3 stop crime
. make the community safer (including stopping road trauma)
o build relationships across the community.

Source: 2013-14 SDS Queensland Police Service

Of the 71 service areas in the 2013-14 SDS, 51 have clear and measureable objectives.
Due to machinery of government changes, the objectives of the four service areas for the
former Department of Community Safety were not assessed.

Unclear, poorly expressed service objectives reduce accountability for the resources
invested in the service, because stakeholders cannot readily determine what the intended
outcomes are and so, whether they are achieved.

When service areas do not have clear, outcome-focused objectives, they tended to describe
what they do, such as:

e work with partners and industry

e develop and implement a strategy

e  provide policy advice

¢ lead programs and initiatives.

Figure 2F provides two examples of services areas that describe the service or how they

intend to deliver the service, rather than the results they want to achieve for their clients,
stakeholders or the community.
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Figure 2F
Examples of service areas with unclear objectives

Service area Objective Audit observations How it could be
improved
Revenue The revenue management This describes the role Maximise revenue
management service area administers a of the service, not its collected, reduce the cost
revenue base of around objective. Itis internally  to collect debt and improve
$13 billion by delivering and focused rather than client satisfaction.
administering simple, stating what the service
efficient and equitable will deliver and how it
revenue management will contribute to the

services for state taxes and government's priorities.
royalty revenue. Additional

responsibilities include

undertaking revenue

compliance, grant schemes

and debt recovery activities

for the state.

Disability Disability Services leads This an internally Enhance the quality of life
services disability policy and focused description of experienced by people
manages program how the service with disability by assisting
investment across the undertakes its them to live as valued and
government and responsibilities. It does participating members of
non-government sectors to not state the outcomes the community.
support people with to be achieved for the
disability, their families and community.
carers and provides and Measuring this objective
funds services for children, would involve assessing
young people and adults with  how successful the
disability and their families department was in
and carers. leading program

investment, rather than
the end result for its
clients.

Source: Queensland Audit Office

Expressing objectives that are centred on actions steers departments to monitor their
progress through activity standards or quantity metrics, instead of standards of efficiency and
effectiveness.

2.4.2 Defining service areas

Service areas are the lowest level 'units of accountability’ used in the SDS, against which
budgeted revenues and costs and service standard targets are set.

To maximise their usefulness requires the application of a 'service-logic' approach. Such
approaches relate and align objectives, inputs, processes and outputs to outcomes. They
produce service areas comprising either a single service, where there is one-to-one
correspondence between output and outcome; or groupings of interrelated services which
work together to produce common outcomes against a common objective.

This allows users of the SDS and annual reports to make better sense of how individual
services work either singly or collectively to deliver on the government's priorities.
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Such a service logic approach was not used consistently to define service areas in the

2013-14 SDS—for example:

e transport safety, regulation and customer service (Department of Transport and Main
Roads (DTMR)): the two functions in the service area are not closely aligned to any one
outcome as evidenced by the need to express two objectives, being ‘improved customer
service' and 'managing and regulating the transport system safely, economically and
sustainably'

e economic (QTT) functions include the Government Statistician, government owned
corporations sector, best practice regulation and reducing red tape, microeconomic and
competition reform, intergovernmental fiscal relations issues, including national financial
agreements, matters pertaining to the distribution of the goods and services tax (GST),
and national tax reform and Queensland’s compulsory third party insurance scheme
and the Motor Accident Insurance and Nominal Defendant funds.

2.4.3 Matching service standards to objectives

To be useful, service standards must be relevant; that is, they need to relate closely to the
service objective if they are to demonstrate that the objective is being achieved or the
desired impacts are being effected.

Not all the service standards in the 2013-14 SDS were relevant to the stated objective. This
mismatch operates to blur accountability for performance, because it ostensibly attributes
responsibility for outcomes to the wrong organisational level.

Some service areas used standards that were more relevant to higher-level,
whole-of-government objectives and outcomes; many of which are outside the direct control
of a department or which could not be significantly and directly influenced by the services
under that service area. Across the 20 departments, 28 (nine per cent) of the service
standards were whole-of-government outcomes.

One example is the Department of Health which includes service standards on
Queenslanders’ healthy eating habits, engagement in physical activity, alcohol consumption,
rates of smoking, sun protection behaviours and screening rates. Changes in these statistics
rely on actions across a number of government departments, as well as the positive actions
of individuals. While the standards indicate the contribution of public health campaigns, they
would be better placed at a whole-of-government plan level so the coordinated actions and
outputs can be assessed.

Some service areas used standards that related to lower level program or project objectives;

standards that did not assess the performance of the whole service area. Across the

20 departments, there were 120 service standards that reported on the overall performance

of the service area, but there were 154 (51 per cent) that related to lower level program or

project objectives. Examples are:

e National parks: percentage of the protection and wildfire mitigation zones prescribed
burning target achieved on Queensland Parks and Wildlife Service-managed estate to
protect life and property

e Revenue management: State Penalties Enforcement Register (SPER) clearance rate
(finalisations/lodgements)

e  Prevention, promotion and protection: number of rapid tests for human
immuno-deficiency virus (HIV) performed.

2.4.4  Fairly representing performance

The PMF requires that departments include a selection of service standards for each service
area to demonstrate the efficiency and effectiveness of service delivery.
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As part of its 2012 review of service standards in the SDS, DPC advised departments to

review the service standards for the 2013-14 SDS so:

e there is at least one service standard that measures the effectiveness of the service
area

e there is at least one service standard that measures the efficiency of the service area.

For the performance of a service area to be fairly represented by the standards selected
requires consideration of which services contribute most to the objective and which consume
the most funds. This may mean that more than one efficiency and more than one
effectiveness standard is needed; particularly where a service area comprises multiple
services or functions.

The minimum requirement of 'at least one' was translated in practice into a 'maximum’
requirement for the efficiency standards in the 2013-14 SDS. Of the 10 service areas that
had an efficiency standard in the SDS, nine had only one. By contrast, of the 31 service
areas that had an effectiveness standard, 13 had only one.

When the service areas are constructed along organisational structures or using other

non-service logic approaches, a single service standard for efficiency or for effectiveness

does not help users assess performance. To demonstrate:

e transport safety, regulation and customer service (DTMR): measuring how long a
customer waits in line does not demonstrate improved safety on roads or ports

e economic (QTT): measuring satisfaction of the Government Statistician provides no
accountability for the other important functions undertaken by the Economic Division.

There were 33 service areas (46 per cent) that did not report on the material services within
service areas or on significant aspects of their objectives. Case study 2 demonstrates the
selective reporting of an immaterial service, while ignoring services that consume relatively
more material expenditures.
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Case study 2

Objective

Science Delivery provides a scientific evidence base to underpin legislative responsibilities across
several Queensland Government departments. This scientific evidence base contributes to
Queensland Government policy and planning related to legislation, ensuring that government
decision making is founded on sound, practical science. The work of Science Delivery supports
planning and management processes in other government departments across the environment and
natural resources spectrum.

DSITIA’s ambient air quality monitoring network comprises 27 monitoring sites throughout
Queensland, including South-East Queensland, Gladstone, Mackay, Townsville, and Mount Isa.
Program objectives are to evaluate compliance with National and State standards and goals, identify
long-term trends in air quality, support the statutory role of the Department of Environment and
Heritage Protection (DEHP) in investigating air quality complaints and managing emissions for
licenced facilities, and to provide the community with information on air quality.

Services

o informed purchaser and/or independent broker of scientific services for and in partnership with
client agencies

o scientific and technical services and advice in the priority areas of water (freshwater and
marine), land and vegetation, climate variability, air quality and biodiversity.

Service standards

o average time taken to upload air quality monitoring data to the Department of Environment and
Heritage Protection website

. percentage of clients satisfied with the natural resource and environmental science, information
and services provided.

QAO analysis

1.  Air quality monitoring is only one output of the service area costing $1.5 million
annually (2.5 per cent of the $60.7 million budget). There is no reporting on the other outputs;
scientific and technical services and advice on water, land and vegetation, climate or
biodiversity.

2. Client satisfaction on the quality of services as perceived by the recipient of the advice is an
indirect and highly subjective measure. It does not measure the quality of the scientific and
technical services against objective standards but client perceptions.

Source: Queensland Audit Office

2.4.5 Service standards and targets

Service standards use the data from organisational metrics on activities, quality, cost and
time. The standards are typically calculated and reported as numbers, dollars, percentages
or hours. The way they are defined and reported can either demonstrate performance or
obscure performance.

Service performance can be obscured by constructing the standard as the percentage of
improvement in timeliness. This confuses the standard with the target.

The Department of State Development, Infrastructure and Planning reports the percentage
of projects being managed, delivered or facilitated which meet committed time frames and
approved budgets. This standard is a process measure that relates directly to how the
department delivers these services, rather than to the outcomes of the services themselves.
By reporting the percentage, the department obscures actual performance, as the standard
provides no useful data on the actual length of any delays or on the amount of any cost
overruns or revenue shortfalls.
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Another example are the DTMR reports on the percentage of projects in the State Planning
Program:

e commencing no later than four months after the programmed commencement date

e completed no more than 10 per cent after the programmed period

e costing less than 10 per cent over the programmed estimate.

Again this provides no useful data on the actual length of any delays or on the amount of any
cost overruns or lost revenues.

2.5 Recommendations

It is recommended that:

1. departments apply a service logic approach to define their service areas so that
they only group services where they contribute to common objectives and
outcomes

2. Queensland Treasury and Trade and the Department of the Premier and Cabinet
update their mandatory guidance to require:

e service standards that relate to whole-of-government objectives and
outcomes to be reported at the ministerial portfolio or departmental level, not
at the service standard level

e where aservice area comprises multiple services, that each material service
has a separate line item budget and at least one efficiency service standard
and one effectiveness service standard.
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3 Improving service performance

In brief

Background

The Queensland Performance Management Framework (PMF) aims to allow clear line of sight
between planning; measuring and monitoring results; and public reporting so performance
information is accountable, relevant and valuable to the Queensland community.

The Department of the Premier and Cabinet (DPC) administer the PMF. Accountable officers are
responsible for implementing the PMF in their respective departments.

Conclusions

Departments have not implemented the PMF well. A lack of leadership and internal capability in
applying the PMF is frustrating improvements in accountability and transparency. Service areas
outside the human services arena have made little progress reporting efficiency and effectiveness
as there are few incentives or pressures to do so.

Shortfalls in public reporting of efficiency and effectiveness reflect deficiencies in internal monitoring
of government services. As a result, opportunities to improve the performance of government
services are being missed. Departments are not able to optimise available resources to meet the
government’s broad objectives for the community.

Key findings

. The minimum requirements for external documents are specific and guidance is detailed.
DPC's advice to departments is occasionally at odds with the PMF.

. The 2012 review of the Service Delivery Statements concentrated on reporting standards of
efficiency and effectiveness by discontinuing 335 service standards reporting on inputs,
activities or processes.

) Service areas delivering human services and operating within a Report on Government
Services performance framework have more mature performance measurement systems and
are more likely to report efficiency standards.

. Barriers to good performance monitoring and reporting include a lack of incentives, poor
leadership, limited staff capabilities and data and systems limitations.

Recommendation

3. Itisrecommended that departments be required to publish an audited performance
statement in their annual reports to complement their audited financial statements.
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3.1 Background

The objective of the PMF is to improve the analysis and application of performance
information to support accountability, inform policy development and implementation and
create value for clients, stakeholders and the Queensland community.

Accountable officers implement the PMF through systems, practices and controls for their
departments. When departments monitor and report on both their service efficiency and
effectiveness, it improves their accountability and their decision making.

They can identify areas for improvement and develop the best and most appropriate
solutions. To do this, departments need to have non-financial measures of how well they are
performing, complementing their traditional financial measures of how much they are
spending.

3.2 Conclusions

That the PMF is not well implemented in many departments can be attributed variously to a
lack of leadership, knowledge, skills and systems required to support a strong performance
management culture. By not realising the full benefits of the PMF, departments are missing
opportunities to analyse systematically and improve their delivery of government services.

Public confidence in reports on the delivery of government services is reduced by the lack of
a corroborated performance statement in annual reports. Trust in performance reports could
be improved if the reports were independently audited to demonstrate they included relevant
and appropriate information that fairly represented performance.

3.3  Application of the framework in departments

To achieve its objective, the PMF needs to be implemented as part of a sustained and
deliberate effort to improve performance.

At the department level, it means officers need to have the skills and capacity to develop
efficiency and effectiveness standards that provide a relevant, balanced view of
performance, underpinned by a reliable and robust performance measurement system.

3.3.1 Guidance, training and culture

Currently, departmental officers can access guidance materials on planning, monitoring and
reporting from the DPC website, but training on the principles of the PMF and their
implementation is not offered routinely.

Responding to this lack of training, as part of this audit, we ran two workshops for
departmental staff who develop strategic plans, SDS and annual reports. In addition to
providing these staff with practical guidance on how to develop efficiency and effectiveness
standards, we also used these workshops to canvass with them whether they encountered
or perceived any systemic barriers to developing robust performance measurement systems.

In relation to leadership and the 'tone at the top'—promoting and fostering a strong
performance management culture—systemic matters were commonly raised by workshop
participants:

e Performance measurement is undervalued and not supported. Some departmental staff
perceive their executive and senior management lack necessary understanding of the
principles and concepts involved in measuring, monitoring and reporting on service
performance.

e Departments adopt a ‘compliance mentality’ to performance reporting—something
which has to be done, rather than something which provides valuable insights into
service performance gaps and which could be used to drive improvements.
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e There is resistance to adopting a more outcome-focused framework. Departments do
not want to publicise poor or under-performance.

e There are perceptions that the cost of performance measurement, including investing in
information systems and skilled staff, is too high. Little or no budget is set aside for
making improvements to performance measurement systems.

In relation to performance measurement systems and processes:

e There is a tendency by departments to measure what they can, rather than what they
should. Their information systems are not being tailored to capture, collate and report
information on the achievement of outcomes. 'Legacy' performance measurement
systems have traditionally been activity-focused and, accordingly, staff have difficulty
accessing accurate, reliable and up to date data for performance analysis and reporting.

In relation to staff capability—their skills and knowledge—matters were consistently identified

as requiring a systemic response:

o  Staff lack education and understanding of performance measurement. They are not
familiar with terminology and definitions, especially about objectives, outputs and
outcomes. They have difficulty defining relevant and meaningful objectives, service
outputs, intended outcomes and standards of efficiency and effectiveness

e  Staff are not skilled in developing meaningful and measurable performance indicators.
They find it challenging to establish relevant benchmarks and standards that report
performance attributable to the department.

These comments echo barriers to good performance reporting identified in other
jurisdictions.

Case study 3

Obstacles:

. basic principles of good reporting are not understood or applied

. performance reporting takes place in a political environment

. there are few incentives for good reporting and few sanctions for poor reporting.

As there is little incentive to prepare quality reports, those preparing performance reports often:

. report what can be reported rather than what should be reported

. are reluctant to report information that may reflect poorly on the entity

. do not adequately report information to allow users to assess how outputs affect intended
outcomes.

Source: Queensland Audit Office adapted from Report of the Auditor-General of Canada, April 2002;
and The Auditor-General's observations on the quality of performance reporting, Office of the Auditor of
New Zealand, June 2008.

Accountable officers have commented that monitoring and reporting performance can be a
complex and costly task which must be balanced with drawing resources away from frontline
service delivery.

While the costs and benefits of developing new standards and the effort to compile the data
must be judged, measuring and monitoring the ongoing performance of the business is a
core governance responsibility.

Only when accountable officers receive regular, reliable and relevant performance data, are
they best placed to assess how well their organisations are using public resources and to
identify improvement and savings opportunities. They are also better able to determine the
cost and effectiveness of their services to evaluate their contestability.
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3.3.2 Internal reporting of efficiency standards

Departments often consider that measuring the time it takes to deliver a service, such as
licence applications, is about being efficient. Processing cycle times typically correlate
weakly to resource consumption and, at best, are a weak proxy for efficiency. This is
because cycle time does not directly measure the resources used to deliver the service or
the cost of those resources.

The length of time a customer or client waits is a better measure of service quality and could
be used as an effectiveness standard.

Where efficiency standards are reported publicly, they are not being further disaggregated or
reported more frequently within the departments as part of monitoring service area
performance.

Only three of the 61 service areas that do not publicly report on their efficiency reported
information internally to management. The remaining 58 service areas did not provide
information to management about their efficiency in delivering services.

Case study 4 is an example of good practice for a service area that has a range of internal
performance standards to assess and manage the efficiency. These internal standards are
summarised and reported publicly to demonstrate performance.

Case study 4

Overview

The area of custodial services includes government and privately operated facilities and a range of
service providers to support the rehabilitation of offenders within and outside custodial services
facilities. Custodial services provide community safety and crime prevention through the humane
containment, supervision and rehabilitation of offenders in correctional centres throughout
Queensland.

Internal standards

The following standards are reported internally either quarterly or monthly to executive
management, by facility:

. cost of containment per prisoner per day

. average daily state vs. built bed capacity: high security facilities

. high security facilities built capacity use

. built capacity use—male and female custodial centres and farms.

These internally reported standards allow senior management to maintain accountability for the
efficient use of resources and to take action to remediate any variations in performance on a site by

site basis. This reduces the risk of significant variance against the budget. These standards then
form the basis of their public performance reporting.

Public reporting

Standards reported externally for transparency purposes allow users of the public information to
form a view on whether the service area is efficient:

. cost of containment per prisoner per day

. facility utilisation (percentage).

Source: Queensland Audit Office

3.3.3 Internal reporting of effectiveness standards

Of the 40 service areas with no service standards of effectiveness in the SDS, service
effectiveness was being monitored in three cases through internal reports to senior executive
management and in departmental annual reports. For the other 37 service areas with no
standards in the SDS, there is no other internal monitoring or reporting on effectiveness to
senior management.
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Case study 5 highlights one service in the emergency management, fire and rescue service
area that does have a range of internal performance standards to measure and manage the
effectiveness of the services. These internal standards are also summarised and reported
publicly to demonstrate performance.

Case study 5

Service area objective: Emergency management, fire and rescue services contribute to safer and
sustainable communities through emergency management, community assistance, responses to
structure and landscape fires, and rescue across all hazards. This area includes the

State Emergency Service, enhancing community resilience and mitigating risk through community
safety programs.

Internal standards

These effectiveness standards are reported quarterly/monthly to executive management in the area
of fire safety services:

. estimated percentage of households with a smoke alarm/detector that is operational/has been
tested

o percentage of households with non-mandatory fire safety measures

o percentage of building premises inspected and deemed compliant at first inspection

o hazardous condition incidents attended by urban personnel/rural brigades

o number of hazardous material incidents

o number of accidental residential structural fires

. number of incomplete rural vegetation fire reports

o response times to structure fires including call taking time (50" percentile / 90" percentile)

. percentage of building approvals processed within agreed time frame

o total number of mobile property crashes.

The internal effectiveness standards allow senior management to monitor the service at the state

and regional level and take action to remediate any variations in performance on a site by site basis.

This reduces the risk of service failures.

Public reporting

These effectiveness standards are reported externally for accountability purposes. They allow the
department to demonstrate that the service area is effective and delivering value:

. estimated percentage of households that have undertaken new natural disaster preparedness
actions within the last 12 months

o percentage of identified disaster management training capability delivered

. percentage of local governments with a current disaster management plan reviewed for
effectiveness

. estimated percentage of households with a smoke alarm/detector that is operational/has been
tested

o response times to structure fires, including call taking time (50" percentile / 90™ percentile)

. percentage of building and other structure fires confined to room/object of origin

. percentage of building premises inspected and deemed compliant at first inspection.

Source: Queensland Audit Office

3.4 External imperatives

The PMF incorporates the better practice principles from the national Report on Government
Services (ROGS) framework. ROGS is a key tool to measure and report on the productive
efficiency and cost effectiveness of government services.

The strength of aligning these two frameworks is that Queensland service areas reporting for
ROGS can use the same standards for PMF reporting. This removes duplication and
provides national benchmarks that departments can use to compare their performance—
important where the agency may be the only one delivering government services in that
state or territory.
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Education, health, justice, emergency management, community services and housing and
homelessness sectors report on their performance in ROGS. Across these sectors,

16 service areas contribute to ROGS and have national performance frameworks that
include a balance of equity, efficiency and effectiveness indicators.

Service areas that are required to comply with national reporting requirements are more
likely to report a balance of efficiency and effectiveness standards. Figure 3A shows that

47 (78 per cent) of the 61 service areas not reporting on efficiency also do not have a ROGS
performance framework.

Figure 3A
Service areas not reporting efficiency or effectiveness
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Source: Queensland Audit Office

Human service areas have been able to work with other jurisdictions to develop common
performance frameworks with a set of balanced performance indicators.

Government services such as infrastructure project delivery, policy development and
regulators have not had the same external drivers or support to develop performance
frameworks. These areas have not successfully initiated or led inter-jurisdictional
partnerships themselves to develop national performance frameworks for the non-human
service areas.

Figure 3B shows three examples of jurisdictions where government departments include
audited performance statements in annual reports.
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Figure 3B
Jurisdictions with audited non-financial performance statements

In Western Australia, annual reports include certified performance indicators. By signing the
certification, the accountable officer provides assurance that the performance indicators are based
on proper records, are relevant and appropriate for assisting users to assess the agency's
performance and fairly represent the performance of the agency for the financial year.

The Auditor-General for Western Australia is required to audit the performance indicators disclosed
in the annual report and express an opinion on their relevance and appropriateness, and whether
they fairly represent performance for the period under review.

Similar requirements exists in New Zealand where the accountable officer signs a statement of
responsibility in the annual report that, in the officer's opinion, the agency's statement of service
performance fairly reflects its operations for the financial year. The Auditor-General of New Zealand
audits the performance information contained in the annual reports and expresses an opinion.

In Canada (British Columbia), the Auditor-General provides an assurance for organisations on
request: a user driven process. An opinion is given that performance was fairly presented in
accordance with the reporting requirements. There is corroboration provided to the public that the
reports contain reliable information on the organisation's actual performance in relation to its
planned performance and the information was relevant, as required by the reporting principles.

Source: Queensland Audit Office

Some aspects of performance can be gauged or measured with greater certainty than
others. Management can build the confidence of users in the reliability of the performance
reports by providing greater levels of assurance. Figure 3C shows the different steps
management can take to improve trust in reporting.

At stage one, users assess the reports themselves, based on the content. This provides
users with little confidence in the reliability of the performance reports. At stage two, the
report might include a brief statement acknowledging management’s responsibility for the
preparation of the report and confirming that it reflects all circumstances and decisions that
might affect it.

Stage three builds further confidence of users by:

e Driefly describing the steps management has taken to develop confidence in the
reliability of reported information

e identifying any significant caveats or limitations in the supporting information (such as
limitations of proxy indicators being used until better measures become available) that
might reasonably influence the judgments of readers

e describing strategies to remedy limitations (where appropriate to do so)

o affirming that the interpretations embedded in reporting reflect the best judgments of the
reporting unit’s leaders.

The highest level of assurance is to engage outside support at stage four. A formal
corroboration from a third party of the information and judgements in the report is the
hallmark and top level of credibility of a performance report.
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Figure 3C
Basis for confidence in reports
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Source: CCAF-FCV, Reporting Principles: Taking Public Performance Reporting to a New Level, 2002

The PMF currently requires an assurance that all information in departmental annual reports
complies with the relevant legislative requirements and associated policy and/or guidelines.
A letter of compliance addressed to the relevant Minister for the agency must be included in
the annual report and the letter of compliance must be signed by the accountable officer.
This affirms that management are confirming that all aspects of the reporting requirements
have been acquitted (stage two). The level of assurance over financial performance is stage
four — corroborated, independent audit assurance.

3.5 Recommendation

3. Itisrecommended that departments be required to publish an audited
performance statement in their annual reports to complement their audited
financial statements.
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Appendix A—Comments

In accordance with section 64 of the Auditor-General Act 2009, a copy of this report was
provided with a request for comment to the Department of the Premier and Cabinet and
Queensland Treasury and Trade, as central agencies. The following departments were also
provided a copy of the report with advice that a fair summary of other responses received
within the 21 days, would be included in the report:

e Department of Aboriginal and Torres Strait Islander and Multicultural Affairs
e Department of Agriculture, Fisheries and Forestry

e Department of Communities, Child Safety and Disability Services

e  Department of Education, Training and Employment

e Department of Fire and Emergency Services

e Department of Energy and Water Supply

e  Department of Environment and Heritage Protection

e  Department of Housing and Public Works

e  Department of Justice and Attorney-General

e Department of Local Government, Community Recovery and Resilience

e Department of National Parks, Recreation, Sport and Racing

e Department of Natural Resources and Mines

e Department of Science, Information Technology, Innovation and the Arts

e Department of State Development, Infrastructure and Planning

e  Department of Tourism, Major Events, Small Business and the Commonwealth Games
e  Department of Transport and Main Roads

e  Public Safety Business Agency

e  Queensland Health

e Queensland Police Service.

Responsibility for the accuracy, fairness and balance of the comments rests with the head of
these agencies.
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Comments received from Director-General, Department
of the Premier and Cabinet

Queensland
Government

Departrrent of the

For re| ase quote: PU/NT — TF/14/11078 ~ DOC/14/85513
Bl praae Premier and Cabinet

Your reference: 2074-9118P
17 JUN 20%

Mr Andrew Greaves
Auditor-General
Queensland Audit Office
PO Box 15396

CITY EAST QLD 4002

Dear Mr Greaves

Thank you for your letter of 27 May 2014 about the performance audit on monitoring
and reporting performance.

The Department of the Premier and Cabinet (DPC) has coordinated a response to the
audit report with Queensland Treasury and Trade (QTT) as the central agencies. As
you know, under the Financial and Performance Management Standard 2009 (the
standard), the accountable officer is responsible for managing the performance of their
department. Therefore, it is not appropriate or possibie for the central agencies to
respond to findings specific to each department.

The role of central agencies (DPC and QTT) is to set financial and performance
management policy, and to provide guidance and support to departments. Under the
standard, each accountable officer must, in managing the performance of their
department, ensure the department complies with the Queensland Government
Performance Management Framework (PMF) and other legislative requirements.
Neither DPC nor QTT have responsibility for auditing departments' compliance with the
legislation or policies.

Recommendation 1

Under the financial legislation, accountable officers are responsible for performance
management, including the definition of service areas and performance measures, and
then measuring and reporting on these. While this recommendation is not specifically
the responsibility of the central agencies, the central agencies support this
recommendation in-principle.

DPC is responsible for developing the framework and guidance to support departments

in developing their performance management systems and measures.
Executive Building

100 George Street Brisbane

PO Box 15185 City East
Queensland 4002 Australia
Telephone +61 7 3224 2111
Facsimile =61 7 3220 299¢
Website wvw.premiers.qld.gov.au

ABN 65 959 715 158
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The PMF currently provides guidance for departments to identify appropriate service
areas and recognises that this is a matter of judgement for the individual agency and its
Minister and that a number of influences impact on an agency's service area
specifications.

DPC will review the PMF requirements and supporting guidance to include more
detailed information on a ‘service logic' approach. The central agencies will work with
departments to improve the specifications for service areas. It would be beneficial for
the Queensland Audit Office (the QAO) to be involved in this process.

Recommendation 2
The central agencies support this recommendation in-principle, as it will result in a more
robust framework for performance management.

DPC will consider the most appropriate way to measure and report on related services
that are delivered by multiple departments across Government, and will review the PMF
requirements and supporting guidance accordingly.

The level at which departments report service areas in their Service Delivery
Statements (SDS) can be based on a number of factors. The requirements of
management, the way the department performs its business, the limitations of
departmental reporting systems, or the needs of a wide range of users to support
decisionmaking can all impact on the service areas disclosed. Generally, departments
align the service area reporting in their SDS with their financial statements, which
provides cansistent disclosure of information for users. Departments may group a
number of services within the one service area (line item) in their SDS.

As part of the established annual review process of the performance information in the
SDS, the central agencies will work with departments to identify whether service areas
are reported at the most meaningful level for management and all other users and
where a service area consists of a number of material areas, whether it is appropriate
and beneficial to disclose and report on the material areas individually.

Recommendation 3

The central agencies do not support this recommendation, as implementation of an
audited performance statement process would be costly and complex. It would require
the involvement of numerous officers from the central agencies, departments and the
QAO over a substantial pericd of time, thus taking resources away from the delivery of
frontline services.

Furthermore, it is the view of the central agencies that the implementation of such a
process is outside the scope of your audit mandate. While it is acknowledged that the
Auditor-General Act 2009 could be amended, there is concern that, unlike the standards
of practice in place for financial audits, there is no national framewaork in regard to the
appropriateness of performance measures to assess the delivery of services. With this
lack of baseline, audit opinions would be at the perspective of the reviewer and not
using widely accepted best-practice audit principles.

PageZof 4
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As stated in the audit report, the PMF establishes a sound basis for public performance
reporting. As part of the continuous improvement of the PMF, the central agencies have
been progressively working with departments to improve the performance information in
the SDS:

s 2011-12 SDS — the performance statements in the SDS were refocused to
present service standards (measures of efficiency or effectiveness only) and
other measures (measures of activity, process, input or quality) published
separately, underneath the service standards.

s« 2012-13 SDS — amendments to service areas, service standards and
performance measures were only as a result of 2012 Machinery-of-Government
changes or shifts in government policy or priorities.

* 2013-14 SDS — performance information was focused on front-line services
deiivered by government agencies and the activities that support the delivery of
services. Measures of activity, process, input and quality were discontinued from
SDS reporting but were to remain available through alternative communication
channels.

The audit assessed the performance information in the 2013-14 SDS and details the
approach taken in the annual central agency review of performance information (the
2012 review) leading up to the 2013-14 SDS. It is recognised that improvements to
performance information are being implemented on an ongoing basis with improvements
expected over time. The central agencies are monitoring and working with departments
to improve performance measurement and reporting.

Despite the ongoing work to improve the PMF, central agencies recognise that more
can be done to improve the implementation of the framework across departments. As
an alternative to an audited performance statement process, it is proposed that
departments be encouraged to consider implementing:

s Continued engagement and consultation with the central agencies as part of the
continuous improvement in performance information and, in particular, the
performance information published in the SDS, including assisting in the
development of efficiency and effectiveness measures, the development of
benchmarks where appropriate, and encouraging linkages between evaluation of
programs/policies. Comments and recommendations made by the Auditor-
General in this, and other performance audits, would be considered within this
ongoing consuitation process.

» Where appropriate a department’s internal audit function could be utilised to
undertake an audit or review of their department'’s performance measures and
reporting. This could be utilised by the department to target areas for specific
improvement.

Page 3 of4
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«  Where appropriate departments could have an independent review of their
performance measures (without an audit certificate). Accountable officers could
determine how this is to be conducted. Options may be for a performance review
to be undertaken by internal audit, ancther department, an external
consultant/contractor, an officer within the department who is independent of the
performance management function. The benefit of this approach is that the
accountable officer who is responsible for the department’s performance
management could target the service areas for specific improvement.

As accountable officers are responsible for performance management within their
department, the above alternatives give accountable officers the flexibility to implement
the appropriate level of review or audit of their performance management processes,
rather than be subject to an external performance statement audit. For instance, those
departments that are subject to the Report of Government Services annual reporting
process may not require a detailed performance statement audit and existing processes
may be sufficient.

As things progress, there is significant potential to improve monitoring and reporting of
performance across government. The central agencies are committed to working with

departments and we appreciate your ongoing suppaort and assistance to enhance
departmental capability in this space.

| assure you that DPC and QTT are committed to working with the QAQO to maonitor,
review and improve the implementation of the PMF, to ensure we deliver better services
for Queenslanders in the most efficient and effective way.

Thank you for bringing these issues to my attention.

Yours sincerely

5 =

Jon Grayson
Director-General
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Comments received from Director-General, Department
of Transport and Main Roads

EGEIVED
056 JUN 2014

Queenstand
Government

Office of the
Director-General

Qurref: DG27232 Department of
Transport and Main Roads
Your ref: 2014-9118P

- & JUN 2014

Mr Andrew Greaves
Auditor-General
Queensland Audit office
PO Box 15396

City East Qld 4002

Dear Mr Greaves

Thank you for your letter about the Performance audit on monitoring and reporting
performance.

The Department of Transport and Main Roads (TMR) would like to thank the
Queensland Audit Office again for its diligent work in this area and to reiterate our
commitment to the continued improvement of performance monitoring and reporting.

TMR notes the report will be tabled in Parliament later this month and will maintain its
confidentiality. Further, my department will be happy to assist the central agencies
when they compile the coordinated response.

At this stage, TMR has no additional comments.
Yours sincerely
Neil Scales

Director-General
Department of Transport and Main Roads

85 George Street Brisbane Telephone +617 3066 7318
GPO Box 1549 Brisbane Facsimile +617 3066 7122
Queensland 4001 Australia Website  www.tmr.qld.gov.au

ABN 39 407 690 291
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Comments received from Director-General, Department
of Education, Training and Employment

QUELNSIAND
GOVERNMENT

Degartment of
Education, Training and Employment

13 JUN 231

Mr Andrew Greaves
Auditor-General
Queensland Audit Office
PO Box 15396

CITY EAST QLD 4002

9/ AV
Dear Mr aves

Thank you for your letter dated 27 May 2014 regarding the performance audit on monitoring
and reporting performance which is to be tabled in Parliament in June 2014.

As previously advised, we are pleased that your office has found that overall across the
Department of Education, Training and Employment’s service areas, there is generally a
balanced and relevant suite of performance measures and standards. My Department will
investigate options for a suitable outcome measure for early childhood services that may be
used in the Service Delivery Statement.

Should you wish to discuss this audit response further, | invite you to contact Ms Lesley
Lalley, Head of Internal Audit on telephone 3513 546.

Yours sincerely

MAASEA L —
R JIM WATTERSTON
rector-General

af: 14/188341
Your ref: 2014-8118P

Cffice of the Director-General
Moor 22 Education House

30 Mary Street Brishane 4000
PO Box 15033 Clly kast
Queensiand 4002 Australia
Telephone +61 7 3237 0900
Facsimile +61 7 3237 1369
Website www.dele.qld.gov.au

ABN 76 337 613 647
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Appendix B—Audit approach

Audit objective

The objective of the audit is to assess whether public sector entities effectively measure,
monitor and report performance.

Reason for the audit

The public sector should be accountable and sufficiently transparent to encourage public
confidence in the way government does business.

Effective performance reporting provides public sector agencies the opportunity to
demonstrate that government services are:

e delivering value-for-money

e achieving the government’s objectives

e providing access equitably for all Queenslanders.

As per the Financial and Performance Management Standard 2009, public sector agencies
demonstrate accountability and transparency through a range of external and internal
planning, monitoring and reporting processes and documents.

Externally, each agency sets its long-term strategic directions in the strategic plan and
service standards and targets in the service delivery statements. Performance results are
published in Service Delivery Statements (SDS) and annual reports. Internally, regular
(quarterly or monthly) monitoring of services against strategic plans and operational plans
allows accountable officers to determine whether the department is:

e achieving its objectives efficiently, effectively and economically

e delivering its services to the standards stated in the SDS and operational plans.

By monitoring performance, the extent to which those services are creating value can be
determined.

As the lead agency in the Queensland Public Service, the Department of the Premier and
Cabinet (DPC) works closely with all other agencies to drive the government's key strategies
and plans from conception through to implementation. A Guide to the Queensland
Government Performance Management Framework aims to support improved performance
management, evaluation, monitoring results and public reporting in the Queensland public
sector. It also aims to assist government agencies to develop greater understanding of the
Performance Management Framework (PMF).

Public sector agencies use taxpayers’ money to deliver services, therefore it is important that
they are held accountable for performance, as required under public sector ethics

Principle 4: Accountability and transparency. The PMF, through the Financial Accountability
Act 2009 and subordinate legislation, addresses this by requiring agencies to publicly report
results — through the SDS and annual reports.

The SDS and annual reports provide information to the public on the state budget totalling
$38 billion in 2013-14. The statements are a key accountability document for assessing the
value of government services.

As part of the continuous improvement of the PMF, each year, DPC and Queensland
Treasury and Trade (QTT) (the central agencies) work with public sector agencies to review
service areas, service standards and targets that are published in the SDS. Central agencies
jointly seek the government’s approval through the Cabinet Budget Review Committee for
these changes on behalf of all agencies preceding the budget process each year.
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Performance audit approach

The audit was conducted in accordance with the Auditor-General of Queensland Auditing
Standards, which incorporate the requirements of standards issued by the Australian
Auditing and Assurance Standards Board.

Feedback

Feedback was provided to the 20 core departments throughout the audit on the assessment
of the service standards and performance measures. This enabled some feedback to be
considered in the development of the 2014-15 service standards. Departments have
advised us that some of the feedback is still being considered as:

e the data is being tested and checked for reliability

e the objectives for some service areas have been revised

e some departments have reconfigured their service areas

e additional and new data sources are still being investigated.

Workshops

We conducted two workshops on monitoring and reporting performance; 5 December 2013
and 14 February 2014. A total of 77 participants attended the workshops from across the
public sector, including agencies that were not within the scope of the audit. The workshops
covered the following topics:
e accountability and transparency in the public sector
e the value of clear and measureable objectives
e how to measure:

- efficiency

- effectiveness

- equity
e  Dbarriers to developing performance measurement systems (group discussion).
Figure B1 shows the results of the participant feedback on the workshops. Participants

provided positive feedback on the usefulness of the workshops, the overall average
satisfaction with the workshops was 4.4 out of five. Both workshops were oversubscribed.
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Figure B1—Average satisfaction workshop participants - workshop one and two

How do you rate the workshop overall?

Adequate time was provided for questions and
discussion.

Participation and interaction were encouraged.

The presenters were knowledgeable.

The materials distributed were relevant and useful.

The content was organised and easy to follow.

2 3 4 5

[ERN

M 1 is the lowest rating and 5 the highest

Source: Queensland Audit Office
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Appendix C—Glossary

Figure C1—Glossary

Term Definition Examples
Activity Measure the quantum of service instances, Number of services provided.
measures service recipients, or other activities for the Number of patients screened.

service. They demonstrate the volume of work
being undertaken. Quantity measures under
the former Managing for Outcomes framework
would generally be measures of activity.

Activity measures can often be converted into
efficiency measures by combining them with
input measures to show the unit cost of the

activity.
Cost Cost of outputs/services produced (direct Average cost of school per student.
measures and/or fully absorbed). Average cost of processing

Ideally, the outputs are uniform and the cost application.

per unit of output provides an obvious
benchmark for measuring performance both
over time and between like service providers.
However, such uniformity is not always

possible.
Effectiveness Service effectiveness: Reflects the extent to Reduced mortality rates for serious
which the objectives of the service/program and life-threatening illnesses.

are being achieved.

Efficiency Technical: Reflects how capabilities Cost per unit of service or output.
(resources) are used to produce outputs for Cost per annual curriculum hour for
the purpose of achieving desired outcomes. vocational education and training.

Staff levels per student in
government schools.

Administrative costs as a proportion
of total expenditure in services for
people with disability.

Equity Measures how well a service is meeting the Outputs and outcomes measures
needs of particular groups that have special disaggregated by sex, disability
needs or difficulties in accessing government status, ethnicity, income and so on.
services.

Input Measure the resources consumed in delivering  Number of inputs, resources, FTEs

measures a service, either as an absolute figure or as a used to deliver a service.

percentage of total resources. Input measures ot cost of screening services.

demonstrate what it costs to deliver a service. N
Total cost of processing licence

Input measures can often be converted to applications.
efficiency measures by combining them with
activity measures to show the unit cost of the

activity.
Location Relate to where the service is delivered. This Percentage of clients in rural areas.
measures is usually as a measure of access and equity

for clients in rural remote or targeted locations.
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Term

Outcome

Output

Process
measures

Quantity
measures

Quality
measures

Timeliness
measures

Whole-of-
government
level
measures

Definition

An outcome is the impact of a service on the
status of an individual or a group.

An output is the service delivered.

Cost effectiveness: Cost to provide the desired
outcome.

Measure throughput, or the means by which
the agency delivers the service, rather than the
service itself. They demonstrate how the
agency delivers services, rather than how
effectively services are delivered. They are
generally measures of busyness.

Process measures are sometimes used as
proxies for effectiveness measures if it is
impractical or uneconomical to measure the
effectiveness of the service or its outcome.

Relate to the number of units of output and are
usually described in terms of ‘how many’.
Quantity is a volume measurement and, as
such, shows the number or amount of services
or goods provided.

Measures of whether service is fit for purpose
e.g. extent to which outputs conform to
specifications, literacy and numeracy rates
Quality in itself is one dimension of
effectiveness, but does not necessarily fully
represent how effective a service is (e.g. a
service could be high quality, but still not
effective, and vice versa — a low quality service
could be highly effective).

The quality of a service can be measured in
various ways — timeliness, accuracy,
completeness, accessibility and equity of
access, continuity of supply, and/or customer
satisfaction.

Relate to the time taken to produce an output
and provide an indication of the processing or
service speed and efficiency. Measures of
timeliness provide parameters for ‘how often’
or ‘within what time frame’ outputs are to be
produced. 'Projects are completed on time' is
an activity as there is no external client.

Apply across multiple services and
departments and outputs to achieve an
outcome that one department or service area
alone cannot achieve.

Monitoring and reporting performance

Glossary

Examples

Improved health outcomes for
patients.

Vaccination clinics.

Cost as ratio of savings from
reduced rates of obesity, cost as a
ratio to savings from reduced road
trauma, cost of education per
graduate.

Average time for screening service.
Compliance with medical protocols.

Number of vaccinations provided.

Number of dwellings inspected.

Average waiting time (accessibility).

Percentage population screened
(market penetration).

Percentage of premises inspected
and deemed complete and
compliant.

Licences are supplied to clients
within two working days. (For
external clients).

Crime rates.

Source: The Guide to the Queensland Government Performance Management Framework. The Report
on Government Services
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Appendix D—Previous reports on monitoring
and reporting performance

Figure D1—National and international reports on monitoring and reporting
performance

Reports on monitoring and reporting performance: key findings

Chapter 1—Service quality, Auditor-General, Canada, 2000

to improve their performance reports, departments would need to take a number of steps,
including the following :

- set concrete expectations;

- use consistent terms;

- improve the reporting of accomplishments (and not report just activities and outputs);
- place performance in the context of past years (not just the latest year);

- achieve a better balance of reporting between good results and shortcomings; and

- give attention to the reliability of the data.

disappointed by the pace at which departments were making the needed improvements to their
performance reports.

Departmental Performance Management and Reporting, Auditor-General, Victoria, 2001

the performance management and reporting framework is not complete.

key components - desired outcomes, measures of progress, departmental objectives and
associated performance indicators - have yet to be finalised or publicly released.

implementing results-based management is a long-term and complex process...it is important
that momentum be maintained to ensure commitment within the public sector.

in the absence of clear linkages between the Government’s desired outcomes and departmental
objectives, and the finalisation of associated measures of progress and performance indicators,
the framework, at this stage, does not drive the achievement of the Government’s outcomes.

Results of Performance Management Systems Audits of Output Performance Reporting,
Auditor-General, Queensland, 2005

the overall maturity of agencies’ output measurement frameworks, systems and reporting
practices varied significantly. The maturity of agency systems ranged from approaching
moderate implementation (level 2) to approaching full implementation (level 4) on a five-level
rating scale.

departments were appropriately advanced in the implementation of their output measurement
framework. However, their supporting systems and reporting processes required further
attention.

there appears to be a need to enhance agency output performance reporting systems and
practices.

departments who view external reporting as merely a compliance exercise risk duplicating their
effort and costs by maintaining separate systems and processes for internal and external
reporting on performance.

47 per cent of the output measures reviewed were focused solely on the quantity aspect of
service delivery.

for performance measures to be meaningful and relevant they need to be representative of the
more material activities encapsulated under each output and reflect a balance of the range of
performance measure types - quantity, quality, timeliness, location and cost.
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Reports on monitoring and reporting performance: key findings

Agency Use of Performance Information to Manage Services, Auditor-General, New South Wales,
2006

o many of the public sector reforms that governments have introduced have focussed on
maximising results through the better use of performance information.

o sound information is essential in determining the extent of community need, how those needs
can be most effectively met and how the taxpayer’s dollar can be most efficiently used. The
monitoring and regular review of existing services also require sound information.

o three agencies did not have sufficient information to provide a balanced view of services; and
two of these agencies could not tell us whether their services actually made a difference to
customers.

o agencies that we identified as not having sufficient information to judge services were either
unaware of its importance, collected data on activities but not results or reported system
limitations.

Are departmental performance measures relevant, appropriate and a fair representation of
performance achievements?, Auditor-General, Queensland, 2007

o a lack of clarity across the sector about what are relevant and appropriate performance
measures.

o departments have not developed clear objectives for each of their outputs, and there continues
to be minimal alignment between the measures reported in the departments’ strategic and
operational plans, the MPS and their annual reports.

o the impression gained during the audit was that not only was the performance information
reported to Parliament of limited relevance for external stakeholders, but also that this
performance information was not used extensively by the government and departmental officers
responsible for resource allocation and monitoring activity.

. the (previous) recommendation to improve output costing methodologies has been met with little
or no progress. The original recommendation was accepted at that time by all but one
department. Four of the seven departments needing improvement now disagree with the need to
have improved cost performance information for their output service delivery and have taken no
further action.

Public sector performance information, Auditor-General, Tasmania, 2008

° poorly defined objectives were a contributing factor to lack of alignment with KPIs.

° many of the measures did not convey a genuine sense of performance because they were
activity measures without strong enough links to the objectives.

. no department reported efficiency measures despite the obvious importance of this information
to the public. To a lesser extent, there was also a shortage of information about equity.

. performance targets and explanatory comments for large variations were seldom used.
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Reports on monitoring and reporting performance: key findings

Discussion Paper, The Auditor-General’s observations on the quality of performance reporting,
Auditor-General of New Zealand, 2008

. overall, the poor quality of non-financial performance reporting by public entities is disappointing.
It needs to improve significantly to allow Parliament and the public to hold public entities
accountable for their use of taxes and rates and for the effectiveness of their service delivery.

. for nearly 20 years, there have been statutory requirements for a range of public entities to report
on their non-financial performance. Most of the requirements for performance reporting were
introduced during the late 1980s and refined in the early 2000s.

. the quality of performance reporting represents a significant weakness in the public sector’s
accountability to its stakeholders. Despite the sector having nearly 20 years’ experience in
preparing and using performance reports, performance reports are:

- not prepared as robustly as they should be to serve external readers’ needs

- not used as well as they might be by external readers as part of the accountability process

- not used as well as they might be by internal readers — managers and governors of public
entities — to improve public service effectiveness

Enhancing Accountability through Annual Reporting, Auditor-General, Queensland, 2008

o the information provided to the Parliament through departmental annual reports does not fully
comply with legislation, is incomplete and ambiguous in the portrayal of agency accountability
and performance.

. guidance provided by the Department of the Premier and Cabinet and the Treasury Department
is not sufficient to support accountability and promote a culture of performance management.

o according to better practice standards, the performance information in the audited annual reports
does not meet the disclosure and transparency needs of readers.

. planning documents such as ministerial portfolio statements and agencies’ strategic plans do not
set clear expectations of results and lack relevant and appropriate performance measures.

. other forms of performance reporting presented to Parliament are not part of the current
legislative accountability framework and do not meet the better practice criteria for disclosure
and transparency.

. overall, annual reports fail to answer questions such as “Has the agency achieved what it was
intended to do?”, “Is this better than last year?”, “Is this good enough?”, “Were these activities
needed in the first place?”, “Could they have done this for less money?”

Follow-up on government owned corporation and budget sector performance measurement and
reporting, Auditor-General, Queensland, 2009

. policy guidance and requirements produced by the Department of the Premier and Cabinet
(DPC) meet most of the previous audit recommendations, namely:

- the requirement for the setting of objectives for outputs and services and alignment to
strategic plans and whole-of-government priorities is addressed in the policy

- completeness in reporting Service Delivery Statements (SDS) performance indicators in
Annual Reports is documented in policy

- use of evaluation as a formal means of performance review

- need for continuous improvement in reporting on agency performance information over time

- clearly defined roles, responsibilities and accountabilities

- guidance and support to ensure Annual Reports comply with prescribed requirements.

. across individual departments, audit has observed a significant increase in compliance with
prescribed requirements in the past year. The summary of financial data information has
significantly improved. Information on how efficiently and effectively the agency has carried out
its operations has however not improved.

. audit also found a significant increase in the percentage of outputs with a clear and measurable
objective.

. it will take at least two years to implement the new performance regime across the departmental
sector.
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Reports on monitoring and reporting performance: key findings

Performance Reporting by Departments, Auditor-General, Victoria, 2010

. the focus of performance reporting in Victoria has largely remained on output performance
measures.

. there is a lack of effective outcomes performance reporting across the departments, and the
standard of reporting varies considerably. Only a few departments were able to demonstrate the
extent to which objectives had been met.

. six departments had no or a limited number of departmental indicators that were relevant to the
achievement of their objectives. These departments represented nearly half of the state’s
allocated funding for the general government sector.

. while this funding can be accounted for in a stewardship sense, the effective use of this funding,
equating to around $31 billion over the two years, has not been demonstrated.

Systems to coordinate delivery of the Toward Q2: Tomorrow's Queensland target, Auditor-General,
Queensland, 2011

o departments cannot specifically answer key accountability questions, such as:

- is what we are doing helping?
- how much of what we are spending is contributing to the achievement of the target?
- are our clients satisfied with the services we are delivering?

o performance measures are not relevant and appropriate.

o the performance data available relate to actions being undertaken but cannot show the impact of
those activities.

. reports focusing on how busy departments are do not show whether they are effective or efficient
in achieving their objectives.

. departments do not have a plan which shows how and when relevant data collections will be
established to allow the impacts of the activities to be reported.

The Australian Government Performance Measurement and Reporting Framework, Auditor-General,
Australia, 2013

° entities report against 650 government programs with approximately 3 500 KPIs but it is difficult
to get an accurate picture of program performance.

. entities continue to experience challenges in developing and implementing meaningful
effectiveness KPlIs.

° a more comprehensive model would include ‘efficiency’ indicators to complement the
‘effectiveness’ indicator focus.

. the administrative framework supporting the development and auditing of KPIs remains
problematic.

. the framework would benefit from consideration of intermediate objectives where an overall
outcome can only be achieved over the longer-term. It may be necessary to relate targets
associated with effectiveness indicators to milestones that demonstrate progress towards the
program objective.

Source: As referenced above
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Appendix E—Summary of SDS analysis

We analysed the 2013-14 Service Delivery Statements of the 20 core departments.

Our initial assessments of the service standards were provided to departments in

October 2013. It is pleasing to note that some departments have been able to implement the
necessary steps to revise the service standards for the 2014-15 State Budget based on our
advice and guidance. Some departments have advised that they are still considering the
feedback and have been unable to revise the service standards for the 2014—15 budget.

We also make suggestions for potential service standards based on our research. The
suggestions are intended to provide guidance on what could be measured but are not what
must be measured.

For explanations of variances between revenues and total costs, refer to departmental
financial statements.

Service Delivery Statements: 2013-14

Service Delivery Statements (SDS) are published annually as part of the state budget. They
predominantly contain budgeted financial and non-financial information about each agency
for the current and coming financial year.

The non-financial component outlines the services each agency will deliver and the
standards to which these will be delivered. The SDS are a primary source of information for
hearings of the parliamentary Estimates committees. These hearings allow Parliament to
examine the funding provided in the state budget to each ministerial portfolio.

The SDS are used by Members of Parliament, the media, the public and other interested
parties to obtain information on the objectives, service areas, key strategies and
performance of Queensland Government agencies.

Definitions
The following definitions were used to assess the service standards in the 2013-14 SDS.

Figure E1—Definitions

Standard type Definition

Input Measures of the resources used to deliver a service (absolute or relative
amounts) e.g. quantity measures such as FTE, cost, number of vehicles;
and quality measures such as the extent of compliance with mandated
input standards like professional qualifications, compliance with Australian
standards for raw materials used.

Process Measures of throughput, or of the means by which the service is
delivered, rather than of the service itself e.g. initial response times, order
times, per cent of workload outsourced or automated, extent of process
compliance with mandatory standards.

Activity Measures of quantum of services provided/number of units of outputs
produced e.g. number of recipients, number of policy papers produced,
number of responses to incidents, number of occasions of care.

Cost Cost of outputs/services produced (direct and/or fully absorbed) e.g. total
or on a non-output per unit basis e.g. cost per input hour, per FTE, or per
head of population.
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Standard type Definition

Time Measures of timeliness of delivery of service against service need e.g.
wait times, treatment times, case turnover/clearance rates or duration.

Quality Measures of whether service is fit for purpose e.g. extent to which outputs
conform to specifications, literacy and numeracy rates.

Technical efficiency Cost per unit of service or output e.g. cost per teaching hour delivered;
cost per incident; cost per occasion of care provided.

Cost effectiveness Cost to provide the desired outcome e.g. cost as ratio of savings from
reduced rates of obesity, cost as a ratio to savings from reduced road
trauma, cost of education per graduate.

Service effectiveness  Measures of how well the service achieves its stated purpose e.g. deaths
from treatment or prescription errors, cardiac-arrest survival rates,
additional economic activity generated, crime rates, tertiary entrance
rates.

Source: Queensland Audit Office based on the Guide to the Queensland Government Performance
Management Framework
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Figure E2—Department of the Premier and Cabinet
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Figure E3—Department of Aboriginal and Torres Strait Islander and Multicultural Affairs
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Figure E4A—Department of Agriculture, Fisheries and Forestry
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Technical efficiency; Ce = Cost effectiveness; Se
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Figure E5—Department of Communities, Child Safety and Disability Services
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Technical efficiency; Ce = Cost effectiveness; Se = Service effectiveness

Activity; C = Cost; T = Time; Q = Quality; Te =

A=

Source: Queensland Audit Office
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Service effectiveness

Technical efficiency; Ce = Cost effectiveness; Se

Activity; C = Cost; T = Time; Q = Quality; Te =
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Technical efficiency; Ce = Cost effectiveness; Se
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Figure E6—Department of Education, Training and Employment
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Service effectiveness

Technical efficiency; Ce = Cost effectiveness; Se

Activity; C = Cost; T = Time; Q = Quality; Te =

A=

Source: Queensland Audit Office
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Service effectiveness

Cost effectiveness; Se

Technical efficiency; Ce

Cost; T = Time; Q = Quiality; Te

Activity; C
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Service effectiveness

Technical efficiency; Ce = Cost effectiveness; Se

Activity; C = Cost; T = Time; Q = Quality; Te =

A=

Source: Queensland Audit Office
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Figure E7—Department of Energy and Water Supply
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Technical efficiency; Ce = Cost effectiveness; Se = Service effectiveness

Activity; C = Cost; T = Time; Q = Quality; Te =
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Service effectiveness

Technical efficiency; Ce = Cost effectiveness; Se

Activity; C = Cost; T = Time; Q = Quality; Te =

A=

Source: Queensland Audit Office
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Figure E9—Department of Health
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Technical efficiency; Ce = Cost effectiveness; Se = Service effectiveness

Activity; C = Cost; T = Time; Q = Quality; Te =

A=

Source: Queensland Audit Office
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Technical efficiency; Ce = Cost effectiveness; Se = Service effectiveness

Activity; C = Cost; T = Time; Q = Quiality; Te =

A=

Source: Queensland Audit Office
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Service effectiveness

Technical efficiency; Ce = Cost effectiveness; Se

Activity; C = Cost; T = Time; Q = Quality; Te =

A=

Source: Queensland Audit Office

Report 18 : 2013-14 | Queensland Audit Office




Monitoring and reporting performance

Summary of SDS analysis

‘slapinoid 921M13s paseq
Alunwiwod ay) pue 1uN a1ed aInde ayl yiod Jo
A1an1ap 921M8s Jo aunseaw Alfenb Axoud e si siyL

"aled papualixa pue

uoieljigeyal buiniedal sjuaied 10} SJUSAS 9SISApE
JO @2uapIoul 8yl wodal 0} 1saiaul d1ignd Jo osfe
s1]] ‘pouad awn e uiyum swoldwAs ay) passalppe
AlaAnoaya Juawieas) ay) buniodal siapinoid ared
yireay pue suaied jo abejuadlad ay) sI ainseaw
SSBUBAII3YS 9IIAIBS Y "dinseaw ANAloe ue Si SiyL

"(S90Y Jad se) ased ainoe Bulobispun syuaned

10} SJUBAS BSIaApe JO BIUSPIdUl BY) Lodal 0}
1saJ21ul 21jqnd Jo osfe sI 1] ‘swoldwAs ayl passalppe
AjaAnoaya uswieal ay) buniodal siapinoid ared
yireay pue saned jo abejuadiad ay) sI ainseaw
SSOUBAIIBYS 9IINIBS Y "dinseaw ANAloe ue Si SIyL

'93lid 1usidylg [euoneN

ay} 1surebe ssaiboid ay) S| ainseaw aAleulalje
Uy 'Sa10u ay1 ul paurejdxa jou si ABojoulw.a)
ay) pue aduaipne ay} 01 Jea|d Jou sI abenbue|
ay] ‘Aouaioiya [eda1uyodal Jo ainseaw e si Siyl

"aInseaw [eulalul ue aq pinoys Syl

'Sawo021no pooh

BuliaAiep ul Juenodwl osfe are ssauanisuodsal

pue Aafes se yons Aljenb jo sjoadse Jayio JenamoH
‘ainseawl Juepodwl Ue S| 92IAISS JO SSauljawl |

"S90IAIS
10 ANigissadoe ay) Buneoipul ainseaw awin e S| Sy

‘Jpd-1odal—gT0g-sadpa/soop/aouanadxa
-yireay/nsd/nerob-pib:yiresy mmmy/:dny
(swua1p2 Juawuedaqg Asuabiaw3 Jo AAINS ay) S10N)

‘'swoldwAs ay) passalppe AjaAndaya

juswieal ayr Buniodal siapinoid aled yyeay pue
syuaied Jo abejuadiad ay) SI aiNSeaW SSaUBAIIBYD
92IAIBS Y "8J1ed Aloje|ngquie Jo 9dld Jualog
feuoneN ay 1surebe ssaiboid ayy S| ainseaw
Aduaiole [ea1uyda) v "ainseaw AlAoe ue si syl

Aejuswiwod Jipny

s 980 a3l

snooy
awo23n0

O 1 2 V

uoisuawip

391A18s/1nd1nO $S3201d

sn2oj Indjnojinduy

induj

(4%

658 ¢0T

GTO €98

89S v

80°LT

96°T6'00T

G¢

6¢/ 99T

‘T€9.8T
‘287 €67

19618

-abreyasip
J0 sAep gz uiyum aJed ouelyaAsd
U2 1ad | ande 0) suoissiwpe-al Jo uoniodoid

‘alnoe
Jagwnp -qns :syun AuAnoe paybiam [e1o

uanedul
JagunN | amnge :suun Auanoe paybiam [e1o |

‘sanijioe}
Buipun4 paseg AlANdY 10} Jun
¢ Auanoe pawbiam Jad 1500 abelany

‘'snouabipuj-uou pue snouabipuj
:92IApE [edlpaw 1surebe pabireyasip

U39 Jad sjuaired paniwpe Jo abejussiad
-1

sallobare) :sawi papuswWodsl

Alreaiund uiyum parean syuaned

U392 Jad A1abins anogs Jo abejusaiad

{(\)
sAeq | A186ins aAoa|a 10y awin Irem ueIpay

‘salnpasoid
pue suonuanlalul ‘sjuanedino

JaguinN ‘a3 :suun Auanoe paybiam [e1o |

Sprepuels a9IAIaS

0/L6TTT$ 8V6 LTV$ 228 T0.L$
9TC 850 T$ | 9T9 80S$ 009 6175%
7.9 GEV 9% | 861 9SV ¢$ 9/88.6 €%

1S09J |ejo L

uonngIuUod

anuaAal Isaylo

(s.000) 396png v1-€102

9lels

S92INISS
UiesH [eusiy
parelbalu] ‘9

aled
papuaix3 pue
uonejljiqeysy ‘g

aleD anNdy v

eale 9JIAISS

(Hoa) HO

Service effectiveness

Technical efficiency; Ce = Cost effectiveness; Se

Activity; C = Cost; T = Time; Q = Quality; Te =

A=

Source: Queensland Audit Office
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Service effectiveness

Technical efficiency; Ce = Cost effectiveness; Se

Activity; C = Cost; T = Time; Q = Quality; Te =

A=

Source: Queensland Audit Office
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Figure E10—Department of Housing and Public Works
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Technical efficiency; Ce = Cost effectiveness; Se = Service effectiveness

Activity; C = Cost; T = Time; Q = Quality; Te =

A=

Source: Queensland Audit Office
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Service effectiveness

Technical efficiency; Ce = Cost effectiveness; Se

Activity; C = Cost; T = Time; Q = Quality; Te =

A=

Source: Queensland Audit Office
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Figure E11—Department of Justice and Attorney-General
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Technical efficiency; Ce = Cost effectiveness; Se = Service effectiveness

Activity; C = Cost; T = Time; Q = Quality; Te =

A=

Source: Queensland Audit Office
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Service effectiveness

Technical efficiency; Ce = Cost effectiveness; Se

Activity; C = Cost; T = Time; Q = Quality; Te =

A=

Source: Queensland Audit Office
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Service effectiveness

Technical efficiency; Ce = Cost effectiveness; Se

Activity; C = Cost; T = Time; Q = Quality; Te =

A=

Source: Queensland Audit Office
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Technical efficiency; Ce = Cost effectiveness; Se = Service effectiveness

Activity; C = Cost; T = Time; Q = Quality; Te =

A=

Source: Queensland Audit Office
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Figure E12—Department of Local Government, Community Recovery and Resilience
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Technical efficiency; Ce = Cost effectiveness; Se = Service effectiveness

Activity; C = Cost; T = Time; Q = Quality; Te =

A=

Source: Queensland Audit Office
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Technical efficiency; Ce = Cost effectiveness; Se = Service effectiveness

Activity; C = Cost; T = Time; Q = Quality; Te =

A=

Source: Queensland Audit Office
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Figure E13—Department of National Parks, Recreation, Sport and Racing
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Technical efficiency; Ce = Cost effectiveness; Se = Service effectiveness

Activity; C = Cost; T = Time; Q = Quality; Te =

A=

Source: Queensland Audit Office
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Service effectiveness

Technical efficiency; Ce = Cost effectiveness; Se

Activity; C = Cost; T = Time; Q = Quality; Te =

A=

Source: Queensland Audit Office
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Figure E14—Department of Natural Resources and Mines
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Service effectiveness

Technical efficiency; Ce = Cost effectiveness; Se

Activity; C = Cost; T = Time; Q = Quality; Te =

A=

Source: Queensland Audit Office
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Technical efficiency; Ce = Cost effectiveness; Se = Service effectiveness

Activity; C = Cost; T = Time; Q = Quality; Te =

A=

Source: Queensland Audit Office
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Figure E15—Department of Science, Information Technology, Innovation and the Arts
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Technical efficiency; Ce = Cost effectiveness; Se = Service effectiveness

Activity; C = Cost; T = Time; Q = Quality; Te =

A=
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Service effectiveness

Technical efficiency; Ce = Cost effectiveness; Se

Activity; C = Cost; T = Time; Q = Quality; Te =

A=

Source: Queensland Audit Office
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Figure E16—Department of State Development, Infrastructure and Planning
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Cost effectiveness; Se = Service effectiveness

Technical efficiency; Ce =

Activity; C = Cost; T = Time; Q = Quality; Te =
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Service effectiveness

Technical efficiency; Ce = Cost effectiveness; Se

Activity; C = Cost; T = Time; Q = Quality; Te =

A=

Source: Queensland Audit Office
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Technical efficiency; Ce = Cost effectiveness; Se = Service effectiveness

Activity; C = Cost; T = Time; Q = Quality; Te =

A=

Source: Queensland Audit Office
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Figure E17—Department of Tourism, Major Events, Small Business and the Commonwealth Games
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Technical efficiency; Ce = Cost effectiveness; Se

Activity; C = Cost; T = Time; Q = Quality; Te =
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Figure E18—Department of Transport and Main Roads
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Technical efficiency; Ce = Cost effectiveness; Se = Service effectiveness

Activity; C = Cost; T = Time; Q = Quality; Te =

A=

Source: Queensland Audit Office
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Service effectiveness

Technical efficiency; Ce = Cost effectiveness; Se

Activity; C = Cost; T = Time; Q = Quality; Te =

A=

Source: Queensland Audit Office
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Figure E19—Department of Queensland Police Service
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Service effectiveness

Technical efficiency; Ce = Cost effectiveness; Se

Activity; C = Cost; T = Time; Q = Quality; Te =
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Source: Queensland Audit Office
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Service effectiveness

Technical efficiency; Ce = Cost effectiveness; Se

Activity; C = Cost; T = Time; Q = Quality; Te =

A=

Source: Queensland Audit Office
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Figure E20—Department of Queensland Treasury and Trade
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Service effectiveness

Technical efficiency; Ce = Cost effectiveness; Se

Activity; C = Cost; T = Time; Q = Quality; Te =

A=

Source: Queensland Audit Office

Report 18 : 2013-14 | Queensland Audit Office

100



Monitoring and reporting performance

Summary of SDS analysis

'S1S09 |10} JO 1Uad Jad TG uey) aI0Ww ou .
(yuad Jad g'g) sprepuels adIABS 2T 9y} JO duo .
©BaJle 92IAI9S BUO AQ PaIaAIBP SBIIAISS Y} JO BUO .

:10J painseaw Apoauip si Aousiolye 92IAIeS

'S1S09 [210] JO WD Jad T .

(quad Jad gg)
paliodal sprepuels adIAIaS ZT Ul JO JN0y e

eale eyl

Ul U eUapUN SBJIAISS 3U] JO dWOS Ajuo 0} uone(al
ul (Jua9 Jad Gg) seale a2IAIBS INOJ BY) JO BUO .

110} A198.Ip painseaw SI SSaUBAIIBYS B2INISS
Arewwns

‘saniunuoddo juawsanul pue aped bunowoud

1o Ajigeded Lodxa Buinoadwi ‘siaxew Buidojarap

O 3WO02IN0 3y} 4O ($$) SN[eA 3] S| SSSUBAIIDBYS
92IAISS JO aINSeaW 1231Ip 9y “eale 32IAISS ay)

10 AQUBIdIY3 10 SSBUBAIDBYS BY) U0 UoneWIoUl [Nyasn
ou sapinoid 3| "ainseaw AlAoe Ue S| plepuels SAs ayl

‘Jusawaalolus Jad 1509 ay)

Sl prepuels A2Uaiolyd [ea1uyda] Sy “SYIUOW ZT UIYIM
paysies saulj Jo abeuadlad ay) sI ainseaw ayl VM

Ul 'PaAj0Sal Saul JO Jagquinu 8y} SI pJepuels uensa|al
ay1 uay) ‘sauly Aed o} suonebijgo Jiay) 198w sioigap
diay 01 s 821n18S Y1 Jo 8ARd3lqo ay) | "sauly predun ay)
10 9|B9S 8yl IN0ge uonew.oul [Nydsn ou apiroid Aayl
se aouewload [enjoe aindsgo sprepuels sds ayl

"11109]|09 0] Juawedap ay) 01 1S09 pue Jo Alljiqe
3y} 10 1gap ay) Jo abe ayl uo uonewioul ou sapinoid
}| 'SSBUDAIIIBYS JO dINSEaW 10aJIpuUl Ue S| ainseaw ay |

"Pa109]|09 10U BNUBA3I
1seda.0} Jo abejuaaiad ay) 'H a8 anuanal jo abexes)
BY} 9pN|oul p|N0d SaINSeaW JaYlQ 99IAI9S SNUSASI
ay1 Jo ued 1o} SaAN3(0 0] JUBAS|SI SSAUBAIIDBYD
1S09 92IAISS JO ainseaw 10a.1p areldoiddy

‘pakanins ale syoadse asay) Jo

|le 1eys sajou Hunioddns ay3 Woij Jes|d 10U SI }| "SAJINIBS
Aiosinpe jo Aljigissadde pue ssauala|dwod ‘Aoeindde
‘ssauaAIsuodsal ‘ssaul[awil Se yans suoisuawip
9JIAISS |[e sainseaW 1l JI SSaUBAI038YJ8 32INISS 10}

Axoid e aq ued S3JIAIBS YUIM UOnIRISIIES Jap|oyaxels

Aiejuswwod Jipny

as 98D 8ol

snooy
awo2Ino

O 1 2 V

uoisuawip

391A18s/1nd1NO $S3201d

sn20j ndjnojanduy

induj

(0[0)%

89

LL

6T

0L

19618

1aquinN

1099 1ad

1099 1ad

U= Iad

$

U39 Jad

suun

‘saniAnoe uawdojanap Hodxa
pue apeJ} JBYl0 pue SuoISSIW ape.
SBOSIOA0 S,pUB|SUDIND) JUSWIISAAU|

pue apei] ybnoiy: parelaush

SassauIsng pue|suaang Jo} spes|
payifenb pue pajabie) Jo JaquinN

‘9oue|dwod Japun
jood 1q9p Jo aberjuadiad ¥Y3dS

‘(siuawabpoy/suonesifeul)
areJ agueIed|d ¥Y3ds

'pa109)102
anuanal [e10} Jo abeiuaalad
B se 1gap anpJiano abeiany

‘reniaoe — papuadxa Jejjop Jad
paJalsiulWpe SIej|op anuaAal [e10 ]

‘papinoid
S92IAISS UM UOnJB)SIES JUdI|D

Sprepuels a9IAIaS

€65 L22%

708 8¢%

0S0 8TT$

1S09J |e10 |

T¢L ST$ 2/8T11¢%
2L 1$ €80 L¢$
zeecs 8T8 GTT$

uonngIuUod

anuaAal Isaylo

(s.000) 396png ¥1-€102

9lels

fe1oL

1UBWISAAUI
pue apei] ‘g

juswabeuew
anuanay ‘¥

eale 9JIAISS

Service effectiveness

Technical efficiency; Ce = Cost effectiveness; Se

Activity; C = Cost; T = Time; Q = Quality; Te =

A=

Source: Queensland Audit Office
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Figure E21—Department of Fire and Emergency Services (Former Department of Community Services)
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Activity; C
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Source: Queensland Audit Office
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Technical efficiency; Ce = Cost effectiveness; Se

Activity; C = Cost; T = Time; Q = Quality; Te =
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Technical efficiency; Ce = Cost effectiveness; Se = Service effectiveness

Activity; C = Cost; T = Time; Q = Quality; Te =
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Auditor-General Reports to Parliament
Reports tabled in 2013-14

Date tabled in

Legislative
Assembly
1. Right of private practice in Queensland public hospitals July 2013
2. Supply of specialist subject teachers in secondary schools October 2013
3. Follow up of selected 2011 audits—Report 9 for 2011: Acquisition October 2013
and public access to the Museum, Art Gallery and Library
collections
4. Follow up of selected 2011 audits—Report 1 for 2011: Management October 2013

of offenders subject to supervision in the community

5. Traffic management systems November 2013
6. Results of audit: Internal control systems November 2013
7. Results of audit: Water sector entities 2012-13 November 2013
8. Results of audit: Hospital and Health Services entities 2012-13 November 2013
9. Results of audit: Energy sector entities 2012—-13 December 2013
10. Contract management: Renewal and transition December 2013
11. Results of audit: State public sector entities for 2012—13 December 2013
12. Results of audit: Queensland state government financial statements December 2013
2012-13
13. Right of private practice: Senior medical officer conduct February 2014
14. Results of audit: local government entities 2012—13 March 2014
15. Environmental regulation of the resources and waste industries April 2014
16. Results of audit: Education sector entities 2013—-14 April 2014
17. Ambulance service delivery May 2014
18. Monitoring and reporting performance June 2014
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