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A. THE PERFORMANCE BENCHMARK 

This tool draws upon ‘Benchmark and Logical Framework for ACB’, 
a product of VNG International.
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SECTION 2A

THE PERFORMANCE BENCHMARK

AIM OF THE BENCHMARK

To help the Local Government Association assess its performance 
and strengthen its capacities to support better local government.
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INTRODUCTION

This benchmarking tool provides a practical approach to improving the performance 
and strengthening the capacity of a Local Government Association through 
continuous assessment. It incorporates features and practices of successful LGAs and 
can generate information to assist in prudent decision-making. This should help an 
LGA:

(i) strengthen its own governance and internal organisation, 

(ii) introduce good practice in its roles of advocacy, service provision and 

networking, and 

(iii) develop a culture of transparency and information-sharing.

This Benchmark can provide a picture of where the LGA stands at a given time with 
the aim of identifying key areas for development.

The LGA will want to be sure that the Benchmark matches its own priorities. They 
may want to use a Roundtable of representative members of the Board and staff to 
consider the elements of the Benchmark in detail.

Self-assessment or … ?

Good managers will use this Benchmark for self-assessment in their areas of 
responsibility. They will be able to recognise where they are not achieving standards 
of excellence and why. They can analyse the obstacles and plan action to overcome 
them. Self-assessment can achieve some results and can begin to develop a culture 
of continuous assessment. The Benchmark can become a permanent reference point 
for staff.

However, more is needed. Some managers will not be ready to go public on the 
need for change. Or their self-assessment may not be robust. Some of the obstacles 
will be beyond their control. Some of the solutions may need to be inter-connected
(eg HR development and capacity-building); others may need authorisation from the 
top.

… external assessment

An assessment by a small team of trained managers from different parts of the LGA 
and from outside the organisation will add depth and a degree of objectivity - and 
therefore robustness and credibility - to the assessment. This may take several days 
as evidence will need to be collected systematically from a range of sources.
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All or some?

Assessment against parts of the Benchmark can always be useful if it is done in line 
with the LGA’s priorities and it is sensibly followed up. But an Assessment against the 
whole of the Benchmark may be more effective in the longer term. It will not be an 
easy exercise; it will have to be carefully planned and well organised. But such an 
Assessment will provide the basis for a serious and comprehensive approach to the 
development of the LGA.

Whose views?

The individual views of managers about their level of performance will never be 
sufficient. The collective views of an external team will also not be enough. Such an 
Assessment should rely on evidence, such as evaluation reports and policy 
documents.  It should also use personal interviews and workshops to seek out the 
views about current performance and ideas for improvements from staff, service 
users and NGOs.  The Assessment Report will then reflect both the documentary 
evidence and the views of stakeholders.

From the top?

Because of the inter-connectedness and the strategic dimension, because of the 
potential for the conflict and difficult decisions that change always brings, it is 
essential that such a comprehensive Assessment should be led from the top and 
managed strategically by a representative Steering Group.  This will require support 
from the Executive Director and the Board, and even the General Assembly.  
Decentralisation and European integration are serious issues that demand a serious 
approach.
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y 
do

m
in

at
ed

 b
y 

th
e 

Ex
ec

ut
iv

e 
D

ire
ct

or
 

w
ith

ou
t 

m
uc

h 
in

pu
t 

fr
om

 B
oa

rd
 m

em
be

rs
.

- 
R
eg

ul
ar

 B
oa

rd
 m

ee
tin

gs
 w

ith
 p

oo
r 

pr
ep

ar
at

io
n 

an
d 

no
 a

de
qu

at
e 

fo
llo

w
-

up
 a

ct
io

n 
on

 e
m

er
gi

ng
 is

su
es

. 
 

- 
Th

e 
Pr

es
id

en
t 

an
d 

a 
fe

w
 o

th
er

 
Bo

ar
d 

m
em

be
rs

 d
om

in
at

e 
th

e 
pr

oc
ee

di
ng

s,
 b

ut
 t

he
re

 is
 m

or
e 

op
en

 
di

sc
us

si
on

.

- 
R
eg

ul
ar

 a
nd

 w
el

l p
re

pa
re

d 
Bo

ar
d 

m
ee

tin
gs

 t
o 

m
on

ito
r 

m
an

ag
em

en
t;

 p
ro

m
pt

 f
ol

lo
w

-u
p 

on
 t

he
 

ke
y 

is
su

es
 in

 a
cc

or
da

nc
e 

w
ith

 r
ul

es
 a

nd
 

re
gu

la
tio

ns
, e

sp
ec

ia
lly

 r
eg

ar
di

ng
 a

ge
nd

a 
an

d 
m

in
ut

es
.

- 
Bo

ar
d 

m
ee

tin
gs

 d
is

cu
ss

 r
ea

l i
ss

ue
s 

fu
lly

 a
nd

 
op

en
ly

, 
an

d 
m

ak
e 

de
ci

si
on

s;
 e

ac
h 

Bo
ar

d 
m

em
be

r 
ha

s 
eq

ua
l c

ha
nc

e 
to

 f
re

el
y 

ex
pr

es
s 

op
in

io
n 

an
d 

co
nt

rib
ut

e.
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4
.1

 L
ea

de
rs

h
ip

- 
Au

to
cr

at
ic

 
ap

pr
oa

ch
; 

no
 v

is
io

n;
 

no
 a

cc
ou

nt
ab

ili
ty

; 
no

 
de

le
ga

tio
n 

or
 d

riv
e 

to
 

de
ve

lo
p 

pa
rt

ic
ip

at
io

n.

- 
So

m
e 

at
te

m
pt

 t
o 

lo
ok

 
fo

rw
ar

d 
an

d 
in

vo
lv

e 
lo

ca
l 

pe
op

le
 a

nd
 o

rg
an

is
at

io
ns

 
bu

t 
w

ith
 li

tt
le

 
ef

fe
ct

iv
en

es
s;

 s
ta

ff
 

be
gi

nn
in

g 
to

 d
ev

el
op

 
m

ot
iv

at
io

n 
an

d 
se

ns
e 

of
 

di
re

ct
io

n 
an

d 
be

lo
ng

in
g.

- 
Le

ad
er

sh
ip

 v
is

ib
le

 a
nd

 e
ng

ag
in

g 
w

ith
 s

ta
ff

, 
le

ad
in

g 
to

 s
om

e 
de

le
ga

tio
n 

an
d 

hi
gh

er
 le

ve
ls

 o
f 

m
ot

iv
at

io
n;

 li
tt

le
 a

tt
em

pt
 t

o 
en

ga
ge

 e
xt

er
na

l s
ta

ke
ho

ld
er

s;
 

co
m

m
un

ic
at

io
ns

 a
de

qu
at

e.

- 
Le

ad
er

sh
ip

 v
is

ib
le

 a
nd

 a
cc

ou
nt

ab
le

; 
ex

te
rn

al
 

st
ak

eh
ol

de
rs

 d
ra

w
n 

in
; 

pa
rt

ne
rs

hi
p 

w
ith

 
G

ov
er

nm
en

t 
to

 d
el

iv
er

 b
et

te
r 

lo
ca

l g
ov

er
nm

en
t;

 a
ll 

pa
rt

s 
of

 L
G

A 
w

or
ki

ng
 w

el
l t

og
et

he
r;

 c
ha

lle
ng

es
 

m
et

 r
ob

us
tly

; 
go

od
 e

xt
er

na
l v

is
ib

ili
ty

 a
nd

 
re

pu
ta

tio
n;

 e
ff

ec
tiv

e 
de

le
ga

tio
n 

th
ro

ug
ho

ut
 t

he
 

or
ga

ni
sa

tio
n.

4
.2

 S
tr

at
eg

ic
 

m
an

ag
em

en
t

- 
N

o 
lo

ng
er

 t
er

m
 

pl
an

ni
ng

; 
de

ci
si

on
s 

in
co

ns
is

te
nt

 a
nd

  
ta

ke
n 

on
 a

d 
ho

c
ba

si
s;

 
co

m
m

un
ic

at
io

ns
 

po
or

, w
ith

 g
os

si
p 

in
 

ab
un

da
nc

e;
 s

ta
ff

 
de

m
ot

iv
at

ed
 le

ad
in

g 
to

 h
ig

h 
tu

rn
ov

er
.

- 
M

an
ag

em
en

t 
te

am
 

es
ta

bl
is

he
d 

bu
t 

w
ith

 n
o 

ac
tu

al
 c

or
po

ra
te

 
re

sp
on

si
bi

lit
y;

 m
ic

ro
-

m
an

ag
em

en
t 

by
 

Ex
ec

ut
iv

e 
D

ire
ct

or
; 

St
ra

te
gi

c 
Pl

an
 p

re
pa

re
d 

bu
t 

no
t 

us
ed

; 
lit

tle
 

ev
al

ua
tio

n 
of

 p
ro

gr
es

s;
 

lit
tle

 H
R

 m
an

ag
em

en
t 

in
 

ev
id

en
ce

.

- 
M

an
ag

em
en

t 
te

am
 m

ak
in

g 
se

rio
us

 c
on

tr
ib

ut
io

n 
to

 L
G

A;
 

St
ra

te
gi

c 
Pl

an
 b

ei
ng

 u
se

d 
to

 g
iv

e 
di

re
ct

io
n;

 H
R

 m
an

ag
em

en
t 

fo
cu

se
d 

on
 p

ro
ce

ss
es

 r
at

he
r 

th
an

 
pe

rf
or

m
an

ce
.

-
St

ra
te

gi
c 

Pl
an

 s
ee

n 
to

 d
ire

ct
 L

G
A 

ac
tiv

ity
; 

po
lic

ie
s 

ba
se

d 
on

 g
oo

d 
re

se
ar

ch
; 

w
id

e 
ra

ng
e 

of
 

se
rv

ic
es

 a
va

ila
bl

e 
to

 lo
ca

l a
ut

ho
rit

ie
s;

 g
oo

d 
us

e 
be

in
g 

m
ad

e 
of

 p
ar

tn
er

 o
rg

an
is

at
io

ns
; 

 g
oo

d 
in

te
rn

al
 a

nd
 e

xt
er

na
l c

om
m

un
ic

at
io

ns
; 

H
R
 

m
an

ag
em

en
t 

de
liv

er
in

g 
im

pr
ov

ed
 p

er
fo

rm
an

ce
; 

ac
tiv

e 
ap

pr
oa

ch
 t

o 
di

ve
rs

ify
in

g 
so

ur
ce

s 
of

 
re

ve
nu

e.

4
.3

 O
p

er
at

io
n

al
 

m
an

ag
em

en
t

-
N

o 
at

te
m

pt
 t

o 
im

pr
ov

e 
qu

al
ity

 o
r 

ac
ce

ss
ib

ili
ty

 o
f 

se
rv

ic
es

; 
no

 
co

ns
ul

ta
tio

n 
w

ith
 

us
er

s;
 o

ve
r-

 a
nd

 
un

de
r-

sp
en

di
ng

 
co

m
m

on
; 

no
 a

tt
em

pt
 

to
 m

at
ch

 c
ap

ac
ity

 
an

d 
ex

pe
rt

is
e 

to
 t

as
k.

- 
So

m
e 

m
an

ag
er

s 
us

in
g 

ow
n 

in
iti

at
iv

es
 t

o 
dr

iv
e 

up
 s

er
vi

ce
 s

ta
nd

ar
ds

, 
bu

t 
lit

tle
 m

on
ito

rin
g 

of
 

re
su

lts
; 

se
rv

ic
e 

us
er

s 
no

t 
co

ns
ul

te
d.

-
Sy

st
em

 a
nd

 c
ul

tu
re

 
en

co
ur

ag
in

g 
pe

rf
or

m
an

ce
 

im
pr

ov
em

en
t;

 a
d 

ho
c 

tr
ai

ni
ng

 
av

ai
la

bl
e;

 s
om

e 
us

er
 

co
ns

ul
ta

tio
n;

 li
tt

le
 a

tt
em

pt
 t

o 
se

ek
 o

ut
 b

es
t 

pr
ac

tic
e.

- 
U

se
r 

co
ns

ul
ta

tio
n 

be
in

g 
us

ed
 t

o 
in

flu
en

ce
 s

er
vi

ce
 

de
liv

er
y;

 p
er

fo
rm

an
ce

 m
an

ag
em

en
t 

sy
st

em
s 

in
 

pl
ac

e 
an

d 
us

ed
 t

o 
ra

is
e 

st
an

da
rd

s;
 s

ta
ff

 t
ak

e 
pr

id
e 

in
 w

or
k 

an
d 

ar
e 

ke
en

 t
o 

de
ve

lo
p 

th
ei

r 
ex

pe
rt

is
e 

th
ro

ug
h 

tr
ai

ni
ng

 o
pp

or
tu

ni
tie

s;
 s

om
e 

se
rv

ic
es

 s
ee

n
as
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es

t 
pr

ac
tic
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 R
ev

en
u

e 
fr

om
 

m
em

be
rs

h
ip

 f
ee

s
- 

N
o 

m
em

be
rs

hi
p 

fe
es

 c
ol

le
ct

ed
; 

m
os

t 
re

ve
nu

e 
ei

th
er

 f
ro

m
 

ce
nt

ra
l g

ov
er

nm
en

t 
or

 d
on

or
 f

un
di

ng
.

- 
Le

ss
 t

ha
n 

10
%

 o
f 

re
ve

nu
e 

de
riv

ed
 f

ro
m

 
m

em
be

rs
hi

p 
fe

es
 a

nd
 is

 
no

t 
en

ou
gh

 t
o 

co
ve

r 
op

er
at

io
na

l a
nd

 
pr

og
ra

m
m

e 
co

st
s.

- 
50

%
 o

f 
lo

ca
l a

ut
ho

rit
ie

s 
pa

y 
m

em
be

rs
hi

p 
fe

es
 w

hi
ch

 a
re

 
m

os
tly

 u
se

d 
to

 c
ov

er
 o

pe
ra

tio
na

l 
co

st
s,

 w
hi

le
 d

on
or

s 
fu

nd
 m

os
t 

of
 

th
e 

pr
og

ra
m

m
es

 a
nd

 a
ct

iv
iti

es
. 

- 
O

ve
r 

90
%

 o
f 
lo

ca
l a

ut
ho

rit
ie

s 
pa

y 
m

em
be

rs
hi

p 
fe

e 
th

at
 c

ov
er

s 
bo

th
 t

he
 o

pe
ra

tio
ns

 a
nd

 
pr

og
ra

m
m

es
. 

-
G

oo
d 

ba
la

nc
e 

be
tw

ee
n 

LG
A 

se
lf-

fin
an

ce
d 

an
d 

do
no

r-
fu

nd
ed

 a
ct

iv
iti

es
 /

 p
ro

gr
am

m
e

5
.2

 O
th

er
 s

ou
rc

es
 

of
 r

ev
en

u
e 

an
d 

fi
n

an
ci

al
 

su
st

ai
n

ab
ili

ty

- 
N

o 
ot

he
r 

so
ur

ce
s 

of
 

se
lf-

ge
ne

ra
te

d 
re

ve
nu

e.

- 
N

o 
st

ra
te

gy
 f

or
 

fin
an

ci
al

 s
us

ta
in

ab
ili

ty
 

an
d 

in
de

pe
nd

en
ce

.

- 
At

 le
as

t 
on

e 
ot

he
r 

so
ur

ce
 o

f 
se

lf-
ge

ne
ra

te
d 

in
co

m
e 

pr
ov

id
in

g
m

in
im

um
 o

f 
5%

 o
f 

re
ve

nu
es

.

- 
Ad

 h
oc

 f
in

an
ci

al
 

su
st

ai
na

bi
lit

y 
st

ra
te

gy
.

- 
At

 le
as

t 
tw

o 
ot

he
r 

so
ur

ce
s 

of
 

se
lf-

ge
ne

ra
te

d 
in

co
m

e 
th

at
 

to
ge

th
er

 p
ro

vi
de

 m
in

im
um

 o
f 

10
%

 o
f 

re
ve

nu
es

.

- 
An

 u
nw

rit
te

n 
Fi

na
nc

ia
l 

Su
st

ai
na

bi
lit

y 
St

ra
te

gy
 in

 p
la

ce
, 

bu
t 

no
t 

fu
lly

 im
pl

em
en

te
d.

-
Fi

na
nc

ia
l r

es
ou

rc
e 

ba
se

 is
 d

iv
er

se
 w

ith
 g

oo
d 

ba
la

nc
e 

of
 f

un
di

ng
 w

ith
 c

le
ar

 a
na

ly
si

s 
of

 %
 o

f
to

ta
l b

ud
ge

t 
fu

nd
ed

 b
y 

m
em

be
rs

 a
nd

 a
lte

rn
at

iv
e 

re
ve

nu
e 

so
ur

ce
s.

 

- 
W

rit
te

n 
Fi

na
nc

ia
l S

us
ta

in
ab

ili
ty

 S
tr

at
eg

y 
in

 p
la

ce
; 

re
su

lts
 t

ak
en

 in
to

 a
cc

ou
nt

 in
 s

tr
at

eg
ic

 a
nd

 
op

er
at

io
na

l p
la

nn
in

g.
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 F

in
an

ci
al

 
ad

m
in

is
tr

at
io

n
 

an
d 

m
an

ag
em

en
t

- 
N

o 
ge

ne
ra

lly
 

un
de

rs
to

od
 f

in
an

ci
al

 
m

an
ag

em
en

t 
pr

oc
ed

ur
es

, 
ru

le
s 

an
d 

re
gu

la
tio

ns
. 

- 
O

pe
ra

te
s 

on
 a

 
ru

di
m

en
ta

ry
 c

as
h 

ac
co

un
tin

g 
sy

st
em

 w
ith

 
in

co
m

pl
et

e 
fin

an
ci

al
 

re
co

rd
s.

-
Ap

pr
op

ria
te

 s
et

 o
f 

w
rit

te
n 

fin
an

ci
al

 m
an

ag
em

en
t,

 c
on

tr
ol

 
an

d 
ac

co
un

tin
g 

pr
oc

ed
ur

es
, r

ul
es

 
an

d 
re

gu
la

tio
ns

 e
xi

st
, b

ut
 n

ot
 

st
ric

tly
 a

dh
er

ed
 t

o 
an

d 
la

ck
 k

ey
 

pr
ov

is
io

ns
 s

uc
h 

as
 c

he
ck

 a
nd

 
ba

la
nc

e 
sy

st
em

 o
f 

fu
nd

 
m

an
ag

em
en

t.

- 
Im

pl
em

en
ts

 a
nd

 f
ol

lo
w

s 
co

m
pr

eh
en

si
ve

 s
et

 o
f 

w
rit

te
n 

po
lic

ie
s 

fo
r 

ad
m

in
is

tr
at

io
n 

of
 f

un
ds

, 
co

ve
rin

g 
ex

pe
nd

itu
re

 a
ut

ho
riz

at
io

n 
an

d 
ot

he
r 

fin
an

ci
al

 m
an

ag
em

en
t 

an
d 

ac
co

un
tin

g 
pr

oc
ed

ur
es

. 

- 
Ev

id
en

ce
 o

f 
m

ec
ha

ni
sm

s 
en

su
rin

g 
tim

el
y 

liq
ui

di
ty

 
m

on
ito

rin
g,

 m
an

ag
em

en
t 

of
 c

as
h 

flo
w

, 
bu

dg
et

in
g,

 
fin

an
ci

al
 s

ta
te

m
en

ts
, f

in
an

ci
ng

 o
pe

ra
tio

ns
, 

au
di

tin
g,

 in
su

ra
nc

e 
m

an
ag

em
en

t 
ta

xa
tio

n,
 

so
lv

en
cy

 p
la

nn
in

g.
5

.4
 F

in
an

ci
al

m
an

ag
em

en
t 

pe
rs

on
n

el
 

-
Ex

ec
ut

iv
e 

D
ire

ct
or

 
or

 o
th

er
 s

ta
ff

 p
er

fo
rm

 
th

is
 f

un
ct

io
n 

in
 

ad
di

tio
n 

to
 o

th
er

 
re

sp
on

si
bi

lit
ie

s.

- 
St

af
f 

en
ga

ge
d 

in
 

fin
an

ci
al

 m
an

ag
em

en
t 

ha
ve

 o
nl

y 
ba

si
c 

sk
ill

s.

- 
Fi

na
nc

e 
an

d 
ad

m
in

is
tr

at
io

n 
st

af
f 

ha
ve

 g
oo

d 
un

de
rs

ta
nd

in
g 

of
 

ta
sk

s 
an

d 
re

sp
on

si
bi

lit
ie

s,
 b

ut
 

la
ck

 p
ro

fe
ss

io
na

l e
xp

er
tis

e.

- 
Fi

na
nc

ia
l m

an
ag

em
en

t 
an

d 
ac

co
un

tin
g 

st
af

f 
ha

ve
 

re
qu

is
ite

 p
ro

fe
ss

io
na

l s
ki

lls
 o

f 
fin

an
ci

al
 p

la
nn

in
g,

 
an

al
ys

is
 a

nd
 c

om
pa

ris
on

 o
f 

ac
tu

al
 a

cc
ou

nt
s 

ag
ai

ns
t 

bu
dg

et
s,

 p
ro

vi
di

ng
 s

pe
ci

fic
 m

an
ag

em
en

t 
in

fo
rm

at
io

n,
 a

na
ly

si
s 

of
 f

in
an

ci
al

 p
er

fo
rm

an
ce

 
ag

ai
ns

t 
qu

an
tif

ie
d 

ob
je

ct
iv

es
/t

ar
ge

ts
. 
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 b
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 c
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 t
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 d

ep
en

di
ng

 
on

 r
eq

ui
re

m
en

ts
 o

f
fu

nd
in

g 
or

ga
ni

za
tio

ns
.

- 
In

de
pe

nd
en

t 
fin

an
ci

al
 r

ev
ie

w
s 

an
d 

au
di

ts
 t

ak
e 

pl
ac

e 
re

gu
la

rly
, 

bu
t 

th
er

e 
is

 n
o 

op
en

 d
is

cu
ss

io
n 

on
 h

ow
 t

o 
im

pr
ov

e 
pe

rf
or

m
an

ce
. 

- 
R
es

ul
ts

 o
f 

su
ch

 a
ct

iv
iti

es
 a

re
 

no
t 

pr
es

en
te

d 
to

 w
id

er
 

m
em

be
rs

hi
p.

- 
In

de
pe

nd
en

t 
re

vi
ew

s 
an

d 
au

di
ts

 t
ak

e 
pl

ac
e 

re
gu

la
rly

, i
nc

lu
di

ng
 d

is
cu

ss
io

n 
on

 p
er

fo
rm

an
ce

 
co

nt
ro

l a
nd

 im
pr

ov
em

en
t.

 

- 
R
es

ul
ts

 o
f 

su
ch

 a
ct

io
ns

 a
re

 p
re

se
nt

ed
 t

o 
th

e 
m

em
be

rs
 f

or
 d

is
cu

ss
io

n 
at

 t
he

 a
pp

ro
pr

ia
te

 
m

ee
tin

gs
.



To
ol

ki
t [

Se
ct

io
n 

2]
 : 

To
w

ar
ds

 a
 m

od
er

n 
Lo

ca
l G

ov
er

nm
en

t A
ss

oc
ia

tio
n

9

FA
CT

O
R

 7
: S

ER
V

IC
E 

D
EL

IV
ER

Y
S

TA
G

ES
 O

F 
D

EV
EL

O
P

M
EN

T

B
A

S
IC

D
EV

EL
O

P
IN

G
P

ER
FO

R
M

IN
G

EX
C

EL
LE

N
T

7
.1

 Q
u

al
it

y 
of

 
se

rv
ic

es
N

o 
se

rv
ic

es
 f

or
 

m
em

be
rs

hi
p.

O
nl

y 
a 

fe
w

 s
er

vi
ce

s 
of

fe
re

d 
to

 m
em

be
rs

, 
bu

t 
no

t 
in

 li
ne

 w
ith

 
ob

je
ct

iv
es

 a
nd

 g
oa

ls
 o

f 
LG

A.
 

A 
nu

m
be

r 
of

 s
er

vi
ce

s 
ta

rg
et

ed
 

fo
r 

a 
se

le
ct

 n
um

be
r 

of
 lo

ca
l 

go
ve

rn
m

en
ts

, b
ut

 n
ot

 p
ro

pe
rly

 
co

-o
rd

in
at

ed
 a

nd
 a

re
 la

rg
el

y 
do

no
r 

de
pe

nd
en

t.

- 
LG

A 
of

fe
rs

 a
nd

 d
el

iv
er

s 
hi

gh
 q

ua
lit

y 
in

no
va

tiv
e 

se
rv

ic
es

 t
o 

m
em

be
rs

hi
p 

(b
ot

h 
in

di
vi

du
al

ly
 a

nd
 

co
lle

ct
iv

el
y)

 in
 t

he
 m

aj
or

 lo
ca

l g
ov

er
nm

en
t 

fie
ld

s.
 

- 
Q

ua
lit

y,
 a

ff
or

da
bl

e 
an

d 
se

lf-
fin

an
ci

ng
 s

er
vi

ce
s 

of
fe

re
d 

in
 li

ne
 w

ith
 t

he
 d

iv
er

se
 m

em
be

rs
hi

p 
ne

ed
s 

an
d 

de
m

an
ds

. 
7

.2
 S

er
vi

ce
 

sa
ti

sf
ac

ti
on

- 
N

o 
ef

fo
rt

s 
to

 c
ar

ry
 

ou
t 

m
em

be
rs

hi
p 

se
rv

ic
e 

sa
tis

fa
ct

io
n 

su
rv

ey
s.

 

- 
M

em
be

rs
hi

p 
se

rv
ic

e 
sa

tis
fa

ct
io

n 
su

rv
ey

s 
ad

m
in

is
te

re
d 

us
ua

lly
 a

t 
th

e 
ge

ne
ra

l m
ee

tin
g.

- 
M

em
be

rs
hi

p 
se

rv
ic

e 
sa

tis
fa

ct
io

n 
do

ne
 r

eg
ul

ar
ly

, b
ut

 w
ith

ou
t 

fo
llo

w
-u

p 
ac

tio
n 

fo
r 

m
os

t 
is

su
es

. 

- 
LG

A 
re

gu
la

rly
 u

nd
er

ta
ke

s 
m

em
be

rs
hi

p 
se

rv
ic

e 
sa

tis
fa

ct
io

n 
su

rv
ey

s,
 w

ho
se

 r
es

ul
ts

 a
re

 f
ac

to
re

d 
in

to
 f

ut
ur

e 
se

rv
ic

e 
de

liv
er

y 
pl

an
ni

ng
.

7
.3

 I
n

n
ov

at
iv

e 
be

st
 p

ra
ct

ic
es

 
- 

N
o 

ex
ch

an
ge

 o
f 

ke
y 

le
ss

on
s 

fr
om

 
in

no
va

tiv
e 

be
st

 
pr

ac
tic

es
 in

 s
er

vi
ce

 
de

liv
er

y.
 

- 
Li

tt
le

 e
ff

or
t 

m
ad

e 
to

 
do

cu
m

en
t 

th
e 

in
no

va
tiv

e 
pr

ac
tic

es
 in

 s
er

vi
ce

 
de

liv
er

y.
  

- 
In

no
va

tiv
e 

se
rv

ic
e 

de
liv

er
y 

be
st

 
pr

ac
tic

es
 a

nd
 m

aj
or

 le
ss

on
s 

pr
es

en
te

d,
 s

ha
re

d 
an

d 
ex

ch
an

ge
d 

on
ly

 d
ur

in
g 

th
e 

ge
ne

ra
l m

ee
tin

g 
an

d 
ar

e 
no

t 
pr

op
er

ly
 d

oc
um

en
te

d.
  

- 
In

no
va

tiv
e 

be
st

 p
ra

ct
ic

es
 a

nd
 m

aj
or

 le
ss

on
s 

in
 

se
rv

ic
e 

de
liv

er
y 

ar
e 

do
cu

m
en

te
d,

 w
id

el
y 

sh
ar

ed
, 

ex
ch

an
ge

d 
an

d 
re

pl
ic

at
ed

 t
o 

ot
he

r 
se

rv
ic

e 
ar

ea
s.

7
.4

  P
er

fo
rm

an
ce

 
m

an
ag

em
en

t
- 

N
o 

m
an

ag
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 b
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