
 
 

Perform!™ System Functionality - Information 
Sheet 
 
Set out below are the key functions of the Perform!™ System together with some 
information about the purpose and benefits provided by each functional 
component. The system is primarily used to measure the performance of teams 
and individuals within back office operations and typically 35-40% savings can be 
achieved relatively quickly if you and your team act effectively on the information 
provided…See separate powerpoint presentation for analysis of typical benefits 
 
For a full appreciation of the range of functionality please ask for a live 
demonstration of the system… 
 
 
Ref Function  Purpose/ Benefits  

1 Application resides on everyone’s 
desktop to facilitate data capture. 
Installed on Company Intranet (or 
option for external ASP model if 
desired) 

Application becomes embedded in every user’s 
daily work routine. Data secure on Corporate 
network. The system is simple to install on a server 
and as it does not occupy much space, it should 
normally be possible to share use of a server with 
other applications so additional hardware is not 
normally required 

2 Login and password security for user 
and super user access 

Ensures privacy of data at team member level and 
further access to areas of functionality/ reporting 
can be restricted/ made secure. The security is built 
into the application itself so is independent of any 
need for involvement from IT eg avoiding need to 
link up to existing security access systems in your 
organisation 

3 “Keep alive” function The application’s screens refresh regularly so the 
application can stay active over a 24 hour period. 
This saves users time by allowing the data entry 
screen to remain open all day and avoiding the 
need to login time and again during the day to book 
entries 

4 Perform! Activity tree with 5 
configurable hierarchy layers:- 
Company  
Department 
Process 
Sub-process 
Activity 

This allows you to configure the data capture 
structure for each of your teams in accordance with 
the way you organise the work. The system has a 
search function to allow you to quickly find a 
particular activity via a menu path. The Perform! 
tree allows you to build a hierarchy to your exact 
specifications and there is functionality to add, 



change and delete hierarchy components. 
Redundant hierarchy components can also be 
hidden from users in the tree whilst retaining 
historical data intact 

5 Customer and sub-divisions- either  
dropdown list or search and find ( 
code or name) for mass customers 

Data can be captured by Customer and at a sub-
level like division or site. This allows you to measure 
productivity and SLA performance by customer and 
isolate particular issues etc to areas of responsibility 

6 Daily Diary entry option for:- 
Time taken to do an activity 
Volume of transactions 
Backlogs remaining at end of each 
day 
Work categories ( Normal work, 
Internal rework, External rework, 
Indirect activities etc) 
Error classifications (specific error or 
defect types within Internal rework, 
External rework etc) 
Issues/actions – to note specific 
information applicable to a transaction 
entry 

This data is typically entered by each member of 
staff as they do their daily work. There are 
opportunities to review and correct the data prior to 
posting into the database. Team leaders will discuss 
the sort of information that will be useful with 
members to maximize the value of data captured 
and ensure action is taken when the data is 
analysed. If a rework category is selected, this 
generates an additional screen where pre-defined 
error types can be tagged, noting volumes and/ or 
notes made about the particular cause of the error 
etc. All this information can be checked on various 
reports and eg daily diary monthly reports can be 
run to examine and aggregate aspects of the 
transaction entries to drive improvement activity eg 
via six sigma projects 

7 Diary data entry copy routine, 
favourite settings and unposted 
(pending) item checks 

We are committed to making the system as simple 
and quick to use as possible for users. Typically we 
find that the time taken by users each day to 
complete the data capture activities is between 5 -
10 minutes. We have developed the following 
features to facilitate data recording. The copy 
routine is a time saver for repetitive time entries like 
posting a 2 week holiday or long term sickness 
absence. Favourite settings allow you to avoid 
reselecting the same entries as last time from 
dropdown boxes in the diary screen eg process, 
customer, division. This minimizes data capture 
effort. Additionally if users start typically at 8.30am, 
the diary start time can be set to that time for the 
first entry but over-ridden if required. Unposted/ 
pending data entries can be identified via a report 
within the diary review screen to ensure 
completeness of posting entries and allows 
individuals to take overall ownership for checking 
and posting their own entries. This minimises the 
need for supervision and checking of entries by 
team leaders 

8 Autotimer data entry option 
(alternative to daily diary) 

This alternative data entry option can be used for 
very precise time recording if that is deemed to be 
highly important – users select a “start” button to 
activate the timer and select “stop” when the activity 
is completed. The other data captured in terms of 
volume and error classifications is similar to Daily 
Diary 

9 Target Setting Targets, benchmarks or forecasts can be set in the 
system to compare to actuals. Targets can be set by 
customer ( or just set at top level) by entering 
minutes per transaction and volumes for each 
activity work category ( normal work, rework types 



or indirect) for a chosen time period eg a month. 
The system calculates hours required to do the 
work; unit cost per transaction, total cost. Average 
daily backlogs and the Full Time equivalents 
required to do the work on a daily basis are also 
displayed. This can aid workload & resource 
planning and can be used to factor in the impact of 
seasonal volume changes on resources required. It 
also allows you to see the impact on resource 
needs if planned improvement programmes achieve 
their business cases ie are successful in reducing 
units of time and/ or transaction volumes 

10 Mass target setting based on a 
previous target 

Once a target has been set up for every activity (eg 
1st Jan – 31st Jan), it is possible to copy all (Jan) 
targets for a department and create an exact  copy 
for February targets. Once this is done only 
changes for seasonality, impact of forthcoming 
improvements etc need to be made saving 
significant amounts of time in creating forecasts 
again one at a time 

11 Annual archiving of data The system automatically archives transaction data 
annually to ensure the performance of the system is 
good. Historical data can be accessed through 
another reporting menu but essentially all normal 
reports are available for prior periods 

12 Knowledge database to store 
documents ( eg word, excel, 
powerpoint, webpages etc) at any 
layer within the Perform! activity tree. 
8 separate headings can be defined 
to store documents by category 

Relevant process related documents can be held in 
the application for reference, internal controls and 
training purposes. As all users are using the 
application on a daily basis they are more likely to 
refer to the information as it does not require them 
to logon to a separate system or location. There is 
search and find functionality to help identify the 
location of documents. This could be used to store 
sarbox and other internal control documentation if 
desired 

13 Employee database information with 
login and password IDs to allow users 
access to the system 

Employees are set up with different security access 
levels. It is for example possible to restrict access to 
target setting, certain reports, other employees’ data 
or views of activities that are displayed in data entry 
( ie only show the activities relevant to that person) 
Additional HR information can be held such as job 
title, location, skills/ experience information, join and 
leave dates etc. This allows certain HR data to be 
held for informational and reporting purposes. 
Administrator level login codes are created using 
similar functionality. 

14 Departmental or Process level cost 
data and rates per productive hour 

Cost and FTE information is held in the system to 
compare forecast/budgets against actuals. This can 
be updated on a periodic basis eg monthly, 
annually. Productive rates per hour (after deducting 
an indirect time %) are automatically calculated – 
this allows unit cost and total cost of activities to be 
calculated for various time periods 

15 Reporting – Target vs Actuals 
Reports typically compare Targets 
(time, volume, productivity vs actual) 
Reports by team, customer, employee 
are commonly used 

There are a number of pre-configured reports – see 
list. All reports have export to CSV file (excel) 
capability so data can be further manipulated 
outside the system. If the Perform! BI module is also 
chosen, much of that type of manipulation can be 



SLA reports provide calculations of 
timeliness % by taking opening 
backlog, volumes processed and 
closing backlogs. Forecast vs actual 
is displayed 
In all there are around 15 standard 
reports available 
 

performed within the reporting tool. We provide 
predefined excel based pivot tables reports to help 
analyse and aggregate the rework/ defects etc and 
comments on issues etc at a detailed level 

16 Graph Wizard You can build and save your own graphical reports 
to view and compare data at various levels eg time, 
volume, productivity, unit cost, total cost, FTE for 
any layer of the hierarchy by customer or employee 
The split between work and rework categories can 
also be displayed 

17  Balanced Scorecard Dashboards Reports by team can be run say monthly (exported 
to CSV file) and feed automatically into standard 
excel based dashboard reports. The dashboard 
reports provide an integrated set of operational 
performance reporting for operational review 
meetings and allow the tracking of progress 
displayed as traffic light indicators. If Perform! BI is 
chosen, much of this dashboard reporting can be 
produced out of the system itself without the need to 
export data via a report. 

18 Perform! BI (Business Intelligence) 
module (developed by our IT 
Partners, Elegant Microweb) 

An additional feature where a BI tool can sit on top 
of the Perform! database giving total flexibility for 
reporting. This allows extended analysis and 
reporting using the wealth of tools contained in this 
powerful reporting tool. The Business Intelligence 
feature can also be used to link into other 
organisational databases for wider integrated 
analysis and reporting purposes 

19 Potential for APIs to feed data directly 
into application 

These APIs would need to be built in conjunction 
with your IT team depending on specific needs but 
for example it should be possible to capture system 
volumes by user from a core transactional system 
and feed directly into the application to save on 
manual data entry. However most people working in 
back office functions do not continually work in a 
transactional system as many manual activities 
occur too that are not automatically captured. 
Manual data entry into the tool is therefore typically 
the preferred solution particularly as it does not take 
much time to log entries each day 

 
 
 
 
 
 
 
 



 
 
 
Some sample screen shots of the system and its reporting… 

 
 

 
 
 
 
 
 
 
 
 
 
 

This screen shows the activity hierarchy tree for an Accounts Payable process 
(lhs). On the rhs a target setting screen is shown displaying minutes per 
transaction, volumes, hours required to do the work over a month together with 
unit cost, total cost and FTE requirements on a daily basis 

 

 
 
This screen shows the daily diary entry screen for a typical user 
Select process (eg Accounts payable), customer (eg UK), activity (eg Processing 
invoices – PO), then work category (eg External rework) 
Then select the end time (11am), volume of transactions (eg 12) and make any 
specific notes that might be useful to know when reviewing content at a later date 

 



 
 
In this example, as rework was selected, when the previous screen is saved, an 
additional popup menu appears so the error classification relating to that rework 
can be noted to provide more information for a periodic review. This allows you to 
prioritise areas for six sigma projects backed up by facts provided by the data 
 

 
 
If precise logging of time is required (daily diary records a minimum of 5 minute 
time gaps), the autotimer screen can be used instead. Again the process, 
customer, activity and work category is selected and a start button activated.  
 
 
 



 
 
When you complete the particular piece of work, you select the stop button and 
the above screen appears. It displays the amount of time you have worked and 
allows you to enter any relevant volumes and error classifications (if rework is 
selected) 
 
The following 3 slides display some of the reporting generated from outputs from 
the Perform!™ System mentioned above in this information sheet 
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Breakdown of Hours Worked

Hours Worked - By Activity

0 200 400 600 800 1000 1200

Total Cash Application

Total Credit Control Administration

Total Cash Collection

Total 3rd Party Collection Agency

Total AR Provisioning

Total AR Close & Reporting

Total SOX & Internal Audit

Total AR Special Projects

Value Add Normal Work Non-Value Add Normal Work Internal Rework External Rework

Top 10 Non-Value Added Sub Processes

0 50 100 150 200 250 300 350 400

Credit Control Calls & Queries

Chase Debtors

Handle Hot Line

AR Reporting Ad Hoc

Process Collection Letters

Stop List Administration

Missing BACS Remittance Processing

Copy Customer Invoices

Query Reporting

BACS Coding

Non-Value Add Normal Work Internal Rework External Rework

8.6%721.88415.09136.828%2577.942%3801.96%590.24%401.161%5567.7Total
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SSC Performance Dashboard including Summary Customer  SLA 
reporting...Accounts Payable Example

SSCSSC Performance Dashboard including Summary Customer SL A Performance Dashboard including Summary Customer SL A 
reportingreporting ...Accounts Payable Example...Accounts Payable Example

Perspective Key Performance Indicator Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec
Team Monthly

Absenteeism % 9.1% 10.2% 7.9% 6.2% 6.7% 6.0% 4.7% 4.9% 3.9% 3.9% 3.5% 0.4%
Annual Leave % 9.1% 4.3% 8.5% 11.7% 6.1% 6.1% 12.1% 11.3% 12.4% 9.4% 11.0% 14.9%
Additional Hours % (Paid & Unpaid) 21.5% 13.1% 2.2% 16.6% 9.6% 0.0% 18.0% 7.2% 19.0% 1.3% 6.2% 0.0%
Attrition % 26.9% 13.4% 0.0% 10.3% 5.7% 7.3% 6.3% 6.8% 7.2% 0.0% 0.0% 12.7%
Development - Training % 0.7% 1.1% 0.8% 1.1% 1.2% 1.4% 1.6% 2.2% 2.0% 2.4% 2.4% 2.7%
Development - Team Briefings % 0.7% 1.1% 0.8% 1.1% 1.2% 1.4% 1.6% 2.2% 2.0% 2.4% 2.4% 2.4%
Employee Satisfaction- Increase/(Decrease) -20.0% -19.0% -10.0% 10.0% 20.0% 25.0% 30.0% 35.0% 40.0% 5.0% 45.0% 50.0%

Operations Monthly
Number of Invoices per FTE 22 97 101 106 110 115 120 124 129 133 138 257
Number of Payments per FTE 7 7 8 8 8 9 9 9 10 10 10 11
% of Hours lost through IT down-time 3.5% 3.4% 3.0% 2.6% 2.5% 2.2% 2.0% 2.5% 2.0% 1.5% 1.3% 0
Indirect Hours as % of Total Hours 45.4% 38.9% 38.1% 44.7% 34.8% 34.2% 44.2% 46.7% 44.7% 41.2% 43.0% 41.5%
Ratio of Team Members to Leaders 4.8 4.6 4.6 4.8 5.6 5.5 4.9 4.5 4.1 4.1 4.1 4.6
Rework Customer % 4.9% 5.5% 5.6% 5.0% 5.9% 6.0% 5.0% 3.0% 3.6% 4.2% 3.7% 2.3%
Rework Internal Shared Service Centre% 6.2% 6.9% 7.0% 6.2% 7.4% 7.4% 6.3% 3.0% 4.1% 4.2% 4.0% 1.1%

Customer Monthly
Timeliness - within SLA (inc Customer) 80.0% 82.0% 86.0% 88.0% 90.0% 92.0% 94.0% 95.0% 96.0% 98.0% 97.0% 97.0%
Timeliness - within SLA (Internal only) 92.0% 91.0% 93.0% 94.0% 95.0% 96.0% 97.0% 98.0% 98.0% 99.0% 99.0% 99.0%
Accuracy - (inc Customer Performance) 82.0% 82.0% 86.0% 88.0% 90.0% 92.0% 94.0% 95.0% 96.0% 97.0% 97.0% 97.0%
Accuracy - (Internal only) 85.0% 91.0% 93.0% 94.0% 95.0% 96.0% 97.0% 98.0% 98.0% 98.0% 99.0% 99.0%
Sigma Values - (inc Customer Performance) 2.50 2.60 2.80 2.90 3.00 3.30 3.60 3.80 4.00 4.00 4.20 4.40
Sigma Values - (Internal only Performance) 3.00 3.10 3.30 3.40 3.60 3.80 4.00 4.10 4.30 4.20 4.50 4.70
Number of Service Escalations 65 62 59 57 54 52 50 48 36 34 26 6
Abandoned Call Rate 25.0% 24.0% 22.0% 21.0% 18.0% 14.0% 12.0% 10.0% 6.0% 2.0% 4.0% 2.0%
Adhoc Client Feedback ( %+ve vs. -ve) -50.0% -40.0% -20.0% -10.0% 20.0% 30.0% 40.0% 50.0% 60.0% 20.0% 70.0% 80.0%
Client Survey (Increased satisfaction since last su rvey) -12.00% -11.52% -10.00% 10.00% 15.00% 20.00% 25.00% 30.00% 35.00% 0.00% 40.00% 45.00%

Financials Monthly
Budget Conformity (Variance) -40.0% -35.0% -30.0% -25.0% -20.0% -15.0% -10.0% -5.0% 0.0% 5.0% 10.0% 15.0%
Unit Cost - Invoice Processing £37.08 £33.90 £31.01 £28.38 £25.96 £23.73 £21.68 £19.78 £18.01 £16.37 £14.83 £13.40
Unit Cost - Payments Processing £62.09 £29.31 £26.81 £24.53 £22.44 £20.52 £18.74 £17.10 £15.57 £14.15 £12.82 £14.18
Unit Cost - Supplier Changes £110.18 £100.74 £92.15 £84.31 £77.13 £70.52 £64.41 £58.76 £53.52 £48.63 £44.07 £39.81
Unit Cost Reconciliations £786.88 £719.44 £658.12 £602.14 £550.82 £503.60 £460.02 £419.67 £382.20 £347.31 £314.75 £284.29
Paid Overtime 4.5% 4.7% 4.1% 4.2% 4.6% 4.2% 4.2% 4.7% 4.5% 1.1% 2.0% 1.6%

Balanced Scorecard Dashboard
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Service Level report % timeliness performance…Service Level report % timeliness performanceService Level report % timeliness performance ……

 
 
 
 
For more information, contact…  
Perform World 
info@performworld.com  
General no +44 (0)141 443 2687  
 


